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This thesis discusses a programme of research into new ways in which organisations 
can gather field-based consumer insight. In an increasingly complex and fast moving 
business world, there is a need for faster and more efficient consumer experience 
research that also provides a wider focus on the situation under investigation. This 
requires a suitable method to support such activity when being conducted in the 
context of large organisations. The research questions this raises include: What are the 
organisational barriers in an engineering-led large company that limit an interest in 
and uptake of consumer experience research? What method is needed to help large 
organisations serve their ethnographic research requirements in less costly ways? What 
materials are needed to help support non-specialist fieldworkers engage in lightweight 
ethnographic research? 
 
To investigate the first research question and understand the context of a large multi-
national corporation, studies into the role of consumer experience design within NCR 
Corporation and the forms of user/design research that underpinned their practice 
were carried out. These involved a contextual inquiry, a series of interviews and a 
workshop. These studies revealed the challenges which designers faced when being 
brought into the development process too late, the lack of robust process 
documentation and difficulties faced when collaborating with other disciplines. It also 
highlighted the issues there are in generating and applying consumer experience 
research such as communicating to designers the benefits it provides and, for those 
who are supportive, lacking any measured incentives to make use of it. 
 
To investigate the last two research questions, a method called DiCER has been 
developed for using large groups of ordinary people (non-ethnographers) to make 
fieldwork observations. In this method, groups of people are given a small amount of 
training and provided with support materials that allow them to make and report 
observations. The method provides a way of harnessing the potential of a large 
organisation's staff for a shared goal of generating useful fieldwork material. This also 
provides a way of sensitising different people from within the organisation to seek out 
a further understanding of their end consumer. 
 
The method was first tried out in two studies that investigated how collaborative 
activity could be facilitated in large public spaces. This helped identify issues related to 
the design of support materials whilst conducting fieldwork and explored different 
ways of analysing and presenting the results of such activity. A follow-up study 
observed the activity of conversations between strangers waiting in a railway station 
xiv 
concourse. The aim of this was to test the method on a more focused problem and 
prototype tools that supported the recording of fieldwork observations in such a 
context. The outcome of this was a set of prototypes and interventions demonstrating 
potential techniques for gathering fieldwork material. 
 
A final study explored the potential of using a group of non-specialist employees 
distributed across a large organisation to fulfil some parts of a fieldwork project. This 
helped develop training sessions for engaging people with little or no prior knowledge 
of doing fieldwork to be able to do it effectively. The output of this was a set of design 
recommendations for further applications of the method in a similar context. 
 
A large barrier to the use of consumer experience research in large organisations is the 
need to do the research very rapidly and cheaply. The method proposed in this thesis 
provides a way in which consumer experience research can be distributed over a 
company's own staff, which has the added advantage of helping improve the support 
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Chapter 1 - Introduction 
 
1.1 Overview 
Understanding people, their behaviour and their experience of products, systems and 
services is a key element of any design and business activity. Such knowledge can 
ensure the design of new technology-orientated experiences is appropriate for their 
intended audience. However, there are two challenges that need to be overcome. The 
first challenge is how to acquire this understanding through in-depth qualitative 
research without investing huge amounts of resources for the activity. The second 
challenge is how to communicate the results of such endeavours in a form that can be 
exploited and have a positive effect across a large organisation. 
 This thesis investigates and develops a new method that makes it possible to do 
qualitative user research quickly and cheaply. It uses and adapts techniques from the 
field of design ethnography to understanding people's experience when the products, 
systems and services are destined to be used in a public setting. The thesis also 
investigates how consumer experience research can be integrated into a large 
corporation, namely NCR. 
 
1.2 Research Scope 
In business, there is a need for faster, cheaper and deeper user research (Kumar & 
Whitney 2003) that can inform business strategy and the development of new 
offerings. The area under investigation is concerned with understanding behaviour of 
people when using publicly situated technologies. The bulk of research activity has 
taken place with the sponsoring self-service technology corporation (NCR) focussed on 
developing a new method based on design ethnography that can help contribute to the 
innovation of new products and services.  
 
1.3 Research Questions 
This thesis considers the challenges mentioned above from the point of view of a 
specific large corporation.  The reason NCR was the focus of this research was they co-
funded the project along with the NRP (Northern Research Partnership). A continual 
requirement throughout this thesis has been conducting research activity, which is 
relevant to the industry sponsor. In chapter 3, the work practice of designers within 
NCR is studied to ensure a sufficient understanding of how the company operates can 
be used to inform further research. In later chapters, the focus is expanded to the 
contexts where the solutions the company provides are used and the behaviours of 
their end-users. 
 The department within NCR where this project was situated had initially been 
focussed on a wide range of advanced technology research. However, as the project 
progressed, the department was reorganised to focus more specifically on consumer 
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experience research. This change within the organisation created a need for a clearer 
understanding of the internal challenges that are faced when making use of this type of 
research. 
 
Research question 1: What are the organisational barriers in an engineering-led large 
company that limit an interest in and uptake of consumer experience research? 
 
This research question looks inwards to an organisation where design ethnography is 
attempting to be integrated as part of the innovation process for new products, systems 
and services. The corporation has recognised the power the consumer has in defining 
the types of products and services they wish to use, but there is a gap in the formal 
knowledge the company has about the consumer experience. Therefore, consumer 
experience research is a function that has been established in NCR to generate and 
disseminate such knowledge internally. By looking at how design activity currently fits 
into the organisation, this will help signpost where consumer experience research can 
be useful and gain traction. 
 Once the barriers have been better understood, there is a need to explore 
techniques for conducting ethnographic research in large public settings.  A company 
that has a global reach with its products needs to understand the different cultural 
practices, as they exist in their minutiae, in order to achieve an optimum experience for 
the people using them. However, ethnographic research tends to take lengthy periods 
to complete, so can be costly in terms of time and money.  
 
Research question 2: What method is needed to help large organisations serve their 
ethnographic research requirements in less costly ways?  
 
This question will focus the research towards piloting, testing and refining an 
appropriate design method for large organisations engaging in ethnographic research. 
In particular, this will explore the possibilities of using existing employees who do not 
necessarily have a background in conducting fieldwork to carry out lightweight 
fieldwork activities. In order to answer this research question, a series of studies will be 
necessary to explore appropriate approaches that can be used to support this type of 
research activity. 
 The method will be made up of three phases: a training phase, a divergent 
phase and a convergent phase. The divergent phase will be developed in chapter 4. 
This will firstly make use of an existing framework to help understand the issues when 
working with a large group of fieldworkers. A framework will then be created 
specifically tailored to a large organisation seeking to extend its knowledge of the 
settings where the technology will be used. The convergent phase of the method will 
be generated in chapter 5. This will involve a deeper exploration of a public space 
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context examining the relationship between designers and ethnographers when 
collaborating closely on a project. The training phase of the method will be added in 
chapter 6. This will involve planning and testing training activities with a group of 
non-specialist fieldworkers to equip them with the necessary skills to engage in 
fieldwork. A validation of the overall method is also made in this chapter. 
 The fieldwork activity itself is going to require an experienced ethnographer to 
lead it. The collaboration with the fieldworkers will occur through conversations and 
working directly with them in small teams. This dialogue will be need to be facilitated 
through a variety of support materials that provide sufficient background to the 
research, the set of the tasks which need to be carried out and align the expectations of 
those who are engaging in it.  
 
Research question 3:  What materials are needed to help support non-specialist fieldworkers 
engage in lightweight ethnographic research? 
 
An experienced ethnographer continually reflects upon their understanding of the 
field through the material they have gathered in the form of field notes, photographs 
and sketches. Non-specialist fieldworkers cannot realistically achieve this level of 
reflection as they have limited experience and a limited amount of time in the field. It is 
therefore appropriate to provide them with support materials such as themes, 
questions and techniques to help initiate their inquiry of the field. In this way, the 
experienced ethnographer is helping to kickstart the research process through the 
production and dissemination of a range of support materials. These act as a catalyst 
for fieldwork activity by the non-specialist fieldworkers to help inform and co-ordinate 
the wider research across a group of individuals. 
 Each phase of the method requires a different type of support materials. The 
divergent phase in chapter 4 makes use of briefing cards with themes and maps to help 
the direct fieldworkers. The convergent phase in chapter 5 utilises further visual maps 
to help record the activity that has been observed. Another important role the support 
materials play is in training fieldworkers with little or no experience of this type of 
research. Materials for the training phase of the method to help facilitate this learning 
activity were created and tested in chapter 6. This provides the fieldworkers with 
sufficient background to engage in lightweight ethnographic research which can be 
used to inform further fieldwork. 
 
1.4 Contributions 
The following is a summary of the contributions made in this thesis. 
 
Contribution 1: Understanding the Challenges of Embedding Consumer Experience 
Research in an Engineering-led Large Company 
4 
A deep understanding has been developed of the issues when trying to introduce a 
new approach to consumer experience research within a company that does not 
necessarily lend itself to this type of work. This was achieved through close 
engagement with the consumer experience design team within a large company (NCR) 
at their research and development facility. It revealed the realties of working within a 
corporate environment where the organisation is continually changing and there is 
difficulty getting the buy-in from different levels of management. This contribution 
helped to inform the requirements for a new consumer experience research method 
that could help address the issues encountered within the organisation. 
 
Contribution 2: A New Distributed Consumer Experience Research Method (DiCER) 
A new user research method called DiCER (DIstributed Consumer Experience 
Research) is the central contribution of this thesis which ties together the embedded 
work of understanding a large company and the field research in public spaces. The 
method is designed for use within short time frames with a large group of non-
specialist fieldworkers, led by an experienced fieldworker. The fieldworkers are made 
up of employees who frequently use relevant field settings to the company and they 
are equipped with basic fieldwork skills to make observations and record field notes. 
The result of applying the method can be used to inform further research activity and 
facilitate a wider appreciation of the approach of design ethnography within the 
organisation. 
 
Contribution 3: Development of A Comprehensive Range of DiCER Support 
Materials 
The DiCER Method requires a range of support materials to apply it in the context of 
public spaces and across a large organisation. 
 Applying DiCER in public spaces makes use of a variety of briefing cards, 
mapping templates, visualisation techniques and observation frameworks. The 
materials are very tangible in nature and are constructed specifically for the contexts 
where they are to be applied (e.g. a train station). The developed materials could also 
be adapted for use in other contexts and the techniques used independently of the 
DiCER method for other research activity. 
 Applying DiCER across a large organisation with non-specialist fieldworkers 
needs training to give them the confidence to engage in fieldwork activity. This took 
the form of a series of short workshops with supporting material to provide 
background knowledge on doing fieldwork and how it relates to the wider research 
process. The training also involves short activities that allow the non-specialists to 




1.5 Method Overview 
This section will provide an overview of the proposed design research method and 
discuss the three phases of activity that it involves. The DIstributed Consumer 
Experience Research (DiCER) method has been developed to support large 
organisations trying to gain an understanding of the end-users of their products, 
systems and services (Contribution 2). The title begins with ‘Distributed' as an 
important part of the method is the involvement of many non-specialist fieldworkers 
in early phases of the research process. The focus is on the ‘Consumer' rather than 
‘Customer' as the method has been developed in the context of a business-to-business 
organisation where referring to customers frequently means other companies. The 
‘Experience Research' element of the title reflects the key outcome from applying the 




Fig 1.1 DiCER Method Overview 
 
The DiCER method supports the collaboration between ethnographers, designers and 
non-specialist fieldworkers within a large organisation. The method is made up of 
three phases of activity (see Fig 1.1): a training phase, a divergent phase and a 
convergent phase. 
 The training phase of DiCER involves the recruitment of a large set of potential 
fieldworkers who will be involved in gathering material to inform the consumer 
experience research process. The development of the training phase of the method is 
discussed in Chapter 6. The focus of the research is initially set by an experienced 
ethnographer and defined through the early involvement of designers. The 
ethnographer is responsible for equipping the fieldworkers, who may have no prior 
experience of this type of work, with the necessary knowledge to engage in field based 
research activity. 
6 
 The divergent phase sets out a range of related themes and suitable locations to 
situate those themes for the fieldworkers to carry out field research. The development 
of the divergent phase is discussed in Chapter 4. There can be multiple teams working 
on each theme to explore different perspectives on or interpretations of the same 
research question. The amount of time for the fieldwork can be as little as a half-day of 
very intense activity to gather as much material as possible. Following the fieldwork, a 
workshop is necessary to help sort through and understand the material that has been 
gathered. This workshop also offers an opportunity for the fieldworkers to reflect upon 
their experience of making observations and relate with each other the things they 
have found in the field. The goal of this activity is to define a more focused problem for 
a longer period of deeper fieldwork by a smaller team of researchers. 
 The convergent phase of the method explores the problem defined through the 
earlier phase of activity in much greater detail. The development of the convergent 
phase is discussed in Chapter 5. This phase requires the involvement of two 
experienced ethnographers working closely with a designer. This is an important 
collaboration as the complimentary skills they each offer have the potential to generate 
innovative visual tools and techniques for conducting the field research. The amount of 
time for fieldwork in this phase is typically longer (two weeks or more) as it requires 
multiple visits to the field locations in order to understand how they are used at 
different times of day. A further analysis workshop involving the ethnographers and 
designer brings together a new set of themes with design concepts that address the 
problem in question. These themes are used to help evaluate the design concepts and 
provide a rationale to help decide which to take forward for further prototyping. The 
activity that then follows involves a number of iterations of the concept to be 
prototyped which facilitates dialogue between the designer and ethnographers. 
 The thesis that follows will discuss the rationale for developing the DiCER 
method through the initial contextual research activity within the company NCR 
(chapter 3). The method will then be piloted, tested and revised outside the confines of 
this company (chapters 4, 5 and 6). There will be a continual awareness of the 
requirements the industrial context has when considering the research focus and 
audience for the outcomes. 
 
1.7 Thesis Structure 
The body of the thesis will use the following structure. 
 
Chapter 2: Background, motivation and methods surveys the recent literature related 
to studies of large organisations and approaches for understanding their processes and 
structure. This informs the subsequent contextual inquiry of design within a large 
organisation. The agenda in relation to experience research will also be discussed by 
setting out a working definition of design ethnography and where the field is rooted. 
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This will show why it is necessary to develop a deeper understanding of consumers 
within business to support design and innovation. To help generate a criteria for the 
developed method, a range of existing experience research methods for generating 
qualitative data about the lived experience of people will be surveyed. This provides 
an overview of the methods available by comparing their different qualities in terms of 
time, ease of application and strength of the generated material. This is followed by a 
further discussion of frameworks for making observations along with writing field 
notes and assessing their quality. 
 
Chapter 3: Understanding Consumer Experience turns the focus to an industrial 
setting within the context of a large multi-national corporation. This discussion will 
address research question 1: What are the organisational barriers in an engineering-led 
large company that limit an interest in and uptake of consumer experience research? 
This involves studies into the role of consumer experience design within NCR 
Corporation and the forms of user/design research that underpinned their practice. 
The studies consisted of a contextual inquiry, a series of interviews and a workshop. 
They revealed the challenges designers faced when being brought into the 
development process too late, the lack of robust process documentation and difficulties 
faced when collaborating with other disciplines. It also highlighted the need for a set of 
clearly defined techniques that can allow designers to utilize consumer experience 
research. 
 
Chapter 4: Broad Experience Research Collaboration exemplifies the divergent part of 
the DiCER method involving participation by a large group of observers. This chapter 
discusses a set of studies focused on applying existing fieldwork techniques and 
exploring a new approach to gathering fieldwork material. This concentrated on the 
topic of synchronous and asynchronous interactions taking place between people, 
technologies and public spaces. A framework was deployed for directing a group of 
people as they made observations, gathered qualitative data and analysed it in a series 
of workshops. 
 
Chapter 5: Focused Experience Research Collaboration highlights the convergent 
phase of the DiCER method by presenting the in-depth field research and design for a 
set of concepts to encourage social interaction in a transit location. This was directed 
through a study of activity taking place on a railway station concourse and sought to 
refine techniques and support materials for making observations, gathering field data 
and analysing the results. The outcome this generated was then used to inform and 
rationalise a design intervention to encourage strangers to engage in conversation. This 
demonstrated the emergent issues when a designer exploits the results of an 
ethnographic research effort.  
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Chapter 6: Applying the DiCER Method both develops the training phase of the 
method and offers validation of it through using a group of non-specialist employees 
distributed across a large organisation to fulfil some parts of a fieldwork project. This 
will include a discussion of the training sessions that were held and the provision 
support materials for engaging people with little or no prior knowledge of doing 
fieldwork to be able to do it effectively. The output of this was a set of design 
recommendations for further applications of the method in a similar context. 
 
Chapter 7: Conclusion and future work reviews the contributions made by this 
research, the limitations it has and proposes future directions. This includes 
recommendations for companies or other practitioners wishing to apply the DiCER 
method and reflections on the research process of working in collaboration with an 
industrial partner.
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Chapter 2 - Literature Review 
This chapter will discuss the literature concerned with design management, people-
centred research, design ethnography and organisation studies. The thesis contribution 
is focussed on developing a new research method to support consumer understanding 
within a business context. In order for consumer knowledge to have an impact on 
design within business, it is necessary to first discuss the strategic management of 
design. Following on from this, the different types of people-centred research that have 
the potential to provide further consumer understanding will be reviewed. The focus 
will then be placed on the specific area of design ethnography with a discussion of the 
roots it has in anthropology through to its use within business acting as a seed for 
innovation. The area of organisation ethnography will be discussed as this will help to 
inform the next stage of activity in Chapter 3 focussed on an industry setting. There 
will then be a more extensive review of people-centred research methods with an 
overview of existing methods from the fields of market and design research showing 
the qualities they have. This will be followed by a detailed discussion of a range of 
observation frameworks including techniques for writing field notes and evaluating 
their quality. 
 
2.1 Design Management 
This section will discuss perspectives on the management of design within an 
organisation. Firstly, the concept of the knowledge funnel will be introduced. Followed 
by this, the role of the designer and how design innovation is best pursued will be 
explained. 
 
2.1.1 Knowledge Funnel 
The impact that design can have at a strategic level for business is commonly described 
as design thinking. This involves negotiating the balance between reliability (the 
analytical approach) and validity (the intuitive approach) within an organisation 
(Martin 2009). A new business can be created based on having a reliable system that 
consistently produces results such as a profitable service or product. Validity can only 
be gained when the organisation tries something new like entering a different market 
or working in an alternative category. There are many voices arguing for reliability in 
an organisation, as it is the safe option. This causes the business to stop exploring what 
is valid (or real) for what is reliable (or true). There will be a return to this matter 





Fig 2.1 - The Knowledge Funnel (Martin, 2009) 
 
The principle of the knowledge funnel (Martin 2009) shows how new knowledge can 
be used within business to keep seeking out validity (see Fig 2.1). At the top of the 
funnel sits a mystery, such as a gap in the market or perceived consumer need that has 
yet to be addressed. The action of pushing knowledge down the funnel and turning the 
mystery into a heuristic generates new business for the company. A heuristic requires 
highly paid skilled individuals to be employed for it to be executed in a reliable 
manner. However, once all the component parts of the activity are understood, it can 
again be pushed further down the funnel to the level of an algorithm and applied by 
someone with less costly skills. This frees up the experts working at the heuristic level 
to work on another new mystery and the cycle continues once more. 
 Organisations are set up to keep exploiting what they have found as reliable 
through continually running the same heuristics and algorithms (Dunne & Martin 
2006). For that reason, to successfully expand a business, knowledge must be 
constantly pushed down the funnel by being explorative and seeking out further 
mysteries. A deep understanding of consumer behaviour can help businesses to 
identify the next mystery they wish to address. This can be made most meaningful 
when it is acted upon at a strategic level within the organisation as it helps to ensure 
the correct direction is being pursued. 
 The funnel is an important concept in relation to generating consumer experience 
research within a large organisation as it helps identify both when and where such 
knowledge is most applicable. This is at the very outset of any development effort and 
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provided to those with sufficient resources to turn the actions into reality. 
Additionally, the transfer of knowledge between the heuristic and algorithm levels in 
the knowledge funnel offers an opportunity to train less experienced researchers in 
conducting fieldwork. This could expand the organisation's fieldwork capacity to 
encompass employees who do not necessarily work in a formal research role but are 
frequently in relevant field settings. 
 The knowledge funnel concept offers a powerful way of elevating design activity 
with an organisation to help inform strategy. However, there is still confusion about 
the way design thinking is widely understood by people outside of the design 
profession (Kimbell & Street 2009). An awareness of such uncertainty is important to 
remember whilst pursuing a design agenda within a large organisation. 
 
2.1.2 Role of the Designer in Innovation 
A designer can be most effective if they have deep knowledge of the context where the 
end product or service is going to be used (Press & Cooper 2003). The early stages of 
concept generation allow designers to exploit their intuitive knowledge and creative 
ability to generate a wide array of solutions. Further on in the design process, more 
constraints on the physical, organisational and production criteria restrict the ideas of 
the designer. The early phase of the design process therefore offers more challenges to 
the designer by allowing them to be at their most divergent and innovative (Laurel 
2003). Linking together the outputs of consumer experience research with the earlier 
phases of the designers' activity has the most potential to influence the concepts as they 
are developed further (Frohlich & Prabhu 2003). 
 
2.1.3 Design Innovation 
In order for companies to react to the knowledge generated through experience 
research, there needs to be a shift in the way innovation within organisations is 
managed (Abbing & Gessel 2008). Traditionally, the major drivers of innovation were 
external such as the development of new technologies, competitor behaviour and 
market metrics. In the new approach, the focus is more inward to generating unique 
insights, strategy, expertise and ideas. This does not mean that the organisation 
behaves in an insular way but that it changes the way in which it considers the world 
outside. It marks a shift from reacting to change to being proactive about the creation 
of change and new opportunities. The role of the design function within this change is 
extended beyond merely making an innovation look aesthetically pleasing to offering 
new meaningful ways of growing the business. Design is able to synthesise the 
perspectives from a variety of disciplines involved in the development process to 
envision new ideas with tangible solutions. Innovation is no longer focussed on 
applying new technology but is concerned with delivering value and meaning. 
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2.2 People-Centred Research 
The following section will discuss existing types of people-centred research, which 
offer an understanding of the consumer. Firstly, a comparison will be made between 
the fields of market and design research to help clearly distinguish the agenda for these 
two types of approach. This will be continued with a discussion of market research and 
its role within a commercial setting. Following this, an explanation of design research 
and the value it provides to the development process will be given. Further detail on 
research methods from both of these approaches will be provided in section 2.5. 
 
2.2.1 Comparing Market and Design Research 
Table 2.1 provides a comparison of market and design research. Market research has 
no absolute definition of success although its measures are often based on financial 
value. On the other hand, design research is based on the belief that key measures are 
actually human needs. It is the discovery and serving of those needs that are indicative 
of success. The design research process is thus able to earn the loyalty and respect of 
the people it studies. 
	   Market	  Research	   Design	  Research	  
Primary	  Goal	   To	  generate	  value	  (often	  
financial)	  for	  the	  organisation.	  
To	  generate	  value	  (often	  utility)	  for	  
the	  end	  user.	  
	  
Process	   Systematic	  gathering	  of	  
theoretical	  data	  that	  is	  then	  
analytically	  processed.	  
Cumulative	  gathering	  of	  human	  
experiences	  and	  artefacts	  that	  is	  










Reports	  and	  presentations	  that	  
use	  words,	  charts,	  and	  graphics	  
to	  present	  linear	  market	  
analyses	  and	  projections.	  Data	  
reigns.	  
Multimedia	  presentations	  that	  use	  
words,	  photos,	  drawings,	  and	  
stories	  to	  present	  complex	  human	  
archetypes,	  needs,	  and	  patterns.	  




Make	  a	  sound	  decision	  based	  
on	  identified	  options.	  
Develop	  a	  sound	  solution	  that	  
meets	  identified	  needs. 
 
 
Table 2.1 - Comparison between Market Research and Design Research (Lee 2012) 
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The offerings by both types of research are essential for the development of effective 
solutions. However, it is important to clarify the complimentary yet different aspects of 
each approach by understanding the roles they may play as part of a wider strategic 
initiative. 
 
2.2.2 Market Research 
Market research commonly seeks to identify demographics of people with the primary 
goal to generate financial value for an organisation (Churchill Jr & Iacobucci 2009). It 
studies the reactions of people to products to inform new ideas. It involves the 
systematic gathering of (frequently quantitative) theoretical data, which is then 
processed analytically. This makes use of inductive or deductive logic to define what 
will be successful in the future by what has been successful in the past. Market 
research uses reports and presentations to show linear market analyses and projects 
based on proven data and enables practitioners to make sound decisions based on the 
identified options. 
 The market research industry is built around the mass production model that 
emerged in the 20th century but is quickly vanishing as a much more diverse and 
fragmented audience emerges, referred to as the Long Tail (Anderson 2008). A mass 
audience was previously understood using market research through the aggregation of 
statistics but this technique is no longer sufficient. Anderson put forth the argument 
that technology has decreased the cost of providing products and services to the niche 
audiences that were previously deemed too specialised to cater for. This affects market 
research companies who specialise in clients who deploy for large-scale mass 
production rather than an audience made up of those in the long tail. 
 A highly influential element of market research is the field of applied sociology 
that was lead by Paul Lazarsfeld. He developed many of the statistical techniques that 
remain central to the market research offering such as cross tabulation (Babbie & 
Benaquisto 2002) and the Lazarsfeld-Stanton Analyzer which is used to capture the 
reaction of a programme's audience in real-time (Mattlerart 1996). The types of insight 
offered through a Lazarsfeld type approach presume there is meaning in the average 
reaction to something. However, such an average can be distorted by extreme values at 
the high or low end. 
 The long tail in market research is only deemed a collection of extreme values. 
Market researchers could argue that with enough segmentation, every niche in the 
long tail can be understood. To properly understand the diverse nature of the 
audience, the goal is not to just derive a summary but to gain a deep understanding of 
the dynamics between their differences. This where design research delivers the detail 




2.2.3 Design Research 
The purpose of conducting design research is to support the strategic design and 
ensuing development of products, systems and services. The primary goal of design 
research is to create value for the end user (Visser et al. 2005). This uses a process of 
cumulatively gathering evidence of human experiences, along with artefacts, which are 
synthetically processed with empathy as the key-processing tool. This material is 
commonly communicated using multimedia presentations to portray stories about 
complex models of human behaviour so the collected data turns into a narrative. This 
enables design practitioners to develop a sound solution to help meet the identified 
options. 
 The layering of roles and perspectives involved in design research enables the 
designer to view their work as a continuum of different types of considerations, 
knowledge and skills (Stappers 2009). At the research end of the spectrum is the role of 
philosopher with extensive knowledge of design that can be further implemented in all 
the activity they engage in. The next level down is the methodologist who considers 
how and why design activities may best be conducted. Another level down is the tool 
designer that seeks to create things the designer can use in order to shape and inform 
their work. The next step is the product designer who sits in the traditional space 
where a designer is considered a maker of things to be brought to market. The 
penultimate level is the way in which the designer also acts as consumer that helps 
inform their perspective on how the products they make will be used. At the very 
bottom is the life of the designer which they live away from concerns about work. 
Comparing perspectives between all of these roles has the ability to feed into a design 
research agenda. 
 
2.3 Design Ethnography 
Design ethnography involves the use of techniques from anthropology to provide 
businesses with deep knowledge about their consumers (Salvador et al. 1999). Design 
ethnography is different from design research as a non-designer can apply it. Although 
design research is capable of providing insights to inform the designer's process, this 
frequently sits as part of the larger goal of producing a new product, system or service 
(Hanington 2003). Due to this, it does not offer as much depth as a solely research 
focussed effort may be able to provide. Design ethnography on the other hand is 
weighted towards the research outcomes first, then seeks to make these actionable as 
part of a wider design strategy. 
 The emerging discipline of design ethnography makes use of the many 
theories, practices and approaches of anthropology along with other social-sciences 
disciplines such as sociology, psychology and communications. The basis of design 
ethnography is on seeking to understand what people do, say and think (Salvador et 
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al. 1999). It does not just aim to ask consumers what they want but instead strives to 
gain an understanding of how they live their lives. The basic underlying assumption is 
that people are not just consumers but are social beings with wishes, desires, wants 
and needs that are either unarticulated and/or unrecognised. From an anthropological 
perspective daily life, the quotidian, can be seen as a series of active transformations of 
self and environment in response to that environment itself. 
 Design ethnography, it is suggested, provides business with a means to 
understand particular aspects of daily life in order to improve the probability of 
success for a new product or service. Conversely, it is able to reduce the likelihood of 
failure because of insufficient understanding of consumers' basic behaviours. 
 There now follows a discussion of the anthropological origins of ethnography 
through to the contemporary usage of design ethnography as a seed for innovation. 
 
2.3.1 Anthropological Roots 
The evolution of anthropology throughout the centuries has continually involved the 
study of human activity from a variety of perspectives. This has frequently shifted the 
inquiries of the anthropological field leading to the development of a range of theories 
within which all human activity is held to arise (Erickson 2003). The examination of 
universal history was motivated for humanistic reasons by the Enlightenment in the 
17th Century and tied to the ideals of progress, reason and perfectibility. In Marxism, it 
was based on the principle of human existence being defined by consciousness with 
the exploration of culture through examining the relationship between people and the 
means of production. Following this emerged the classical cultural evolution 
movement and later on American cultural anthropology with new theories emerging 
across decades that reflected the way in which human culture and thinking had 
evolved. A key recent development in anthropological theory was ‘Interpretative 
Anthropology' (Geertz 1973) that theorised social and cultural life being held together 
by an interpenetrating network of symbols, each acting as a carrier of cultural 
meaning. Geertz provides a semiotic concept of culture in his influential book “The 
Interpretation of Cultures”:  
“Believing, with Max Weber, that man is an animal suspended in webs of 
significance he himself has spun, I take culture to be those webs, and the analysis of 
it to be therefore not experimental science in search of law but an interpretive one in 
search of meaning.” 
In order to better understand social anthropology, ethnography has to be explored 
through the lens of practice (Geertz 1973; Monaghan & Just 2000). Geertz suggests that 
the most basic functions of ethnography include establishing rapport, selecting 
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informants, transcribing texts, taking genealogies, mapping fields and keeping a diary. 
This list of tasks only describes the activities that are required for gathering 
ethnographic data about the lives of everyday people. It leaves out the intensive 
amount of reflective analysis and further intellectual effort required to generate a 
“Thick Description” (Geertz 1973), (Hammersley & Atkinson 2007) which defines what 
ethnography is. 
Theory and ethnography are complementary because a framework of significance 
is needed for ethnography to be practiced. In turn, an account of culture and its 
differences are necessary to allow theory to function (Barnard 2000). The field of 
ethnography has regular challenges to work through in terms of both methodology 
and ethics. According to Walcott, there are six areas of debate regarding methodology: 
Scientific method, Objectivity bias, Neutrality, Reliability, Validity and Generalisation 
(Wolcott 1995). These matters are considered inherent as part of the inquiry process so 
universal answers are not appropriate. In response to this, fieldworkers must build 
coping strategies to be able to address them. 
The objectivity and personal bias of the observer is a continual source of debate in 
relation to ethnography. The bias of the observer is their social and historical situation 
(Monaghan & Just 2000) that helps give a point of view that should be exploited 
through interpretations. Those who oppose this argument insist that representation of 
any form is an occurrence of power and control. In their view, ethnographic 
description is dubious whilst there remains an asymmetry of power between the 
observed and the observer. 
In terms of ethics, approaches can be divided into two categories: consequentialist 
and deontological (Murphy et al. 2001). The consequentialist category focuses on the 
research outcomes by considering 'Nonmaleficence' where no harm should be inflicted 
on to participants during the research process and ‘Beneficience' requiring the product 
of the research to be meaningful and not just being practiced for its own sake 
(Beauchamp & Childress 2001). The deontological category includes the state of 
‘Autonomy' by showing respect for the participant's way of life and treating all 
involved equally. 
The perception of ethnography is that it is sometimes seen as being irrelevant to 
anthropological practice by being too practical, limited and not situated (Ingold 2008). 
However, as it is perceived as a crucial component of applied anthropology, this opens 
up the field to further operationalised approaches such as design ethnography. 
 
2.3.2 Design Ethnography Definition 
The basic focus of Design Ethnography is “the broad patterns of everyday life that are 
important and relevant specifically for the conception, design, and development of 
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new products and services” (Salvador et al. 1999). The elements of fieldwork and 
participant observation that are fundamental to anthropological research remain 
central to the efforts of a practicing Design Ethnographer. One of the key differences 
are the compressed time frames that work must be completed within. Throughout her 
career, an anthropologist such as Margaret Mead was able to take twelve journeys back 
to her field site across many decades (Bowman-Kruhm 2003) whereas in design 
ethnography, business demands and time act as continual constraints. 
 Ethnography is part of the complicated and changing role that social sciences has 
evolved into in the twenty-first century (Hammersley & Atkinson 2007). Although a 
core definition of ethnography can be made, it cannot have a single standard meaning 
as it changes in different contexts. The ability to make use of a range of methodologies 
and shift according to new environments enables design ethnography to be applied in 
many different types of market place.  
 Design ethnography can help bridge the gap between traditional anthropology 
and design applied in the real world. In many corporations, understanding the end 
user has become a key strategy for management (Hunt 2011). This can be seen through 
the adoption of user-centred methods in business by putting the requirements of the 
end-user at the forefront to developing new products and services.  
 The category of user understanding can be furthered to encompass 
communication between client and consultant, between the company and its 
consumers and even between internal departments within a company. A traditional 
ethnographer acts as a type of translator when studying other cultures so a design 
ethnographer must also act as a translator in the corporate setting. This could be 
necessary where cultural differences are apparent, if there are language problems or 
simply personality differences due to the way people communicate. Design 
ethnography both as it is practiced and through the knowledge it generates can 
provide designers and engineers with a common language where experiences and 
critical life behaviours can be discussed (Salvador et al. 1999). 
 In terms of methods for doing such work in short timescales; there is a need for 
“economical, tightly focused tactics that produce the results the situation requires.” 
(Rea-Hollowell et al. 2006). 
 
2.3.3 Design Innovation 
The purpose of carrying out design ethnography is to drive innovation of products, 
systems and services. This equips designers with deep knowledge about their end 
users that can generate further dialog to inform development. Fulton Suri discusses the 
role of the designers as being responsible for creating a world with meaning (Suri 
2011). This places the onus on designers to reach beyond their contribution to the 
world being entirely based on functional needs and considers the poetics of their 
actions through the subtleties they communicate. This does not simply require a 
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solution that just fits into the destined culture and environment but seeks to give it 
another dimension. 
 Designers are no longer concerned with simply creating products but rather 
operate in the knowledge transfer business (Leinbach 2002). This views design as a 
service that generates and transfers knowledge. Thus, design management can 
ultimately be considered the management of knowledge and intellectual capital as the 
total sum of human brainpower and the assets of an organisation. As researchers create 
value with new knowledge, Leinbach proposes that, instead of tangible products, 
designers should seek to create intellectual property. This aligns with the emerging 
shift of theories on innovation, away from the concept of the isolated genius and 
towards an understanding of the social processes involved in creativity (Johnson 2010). 
 The forward-looking HCI 2020 conference (actually held in 2007) proposed a 
new stage for inclusion in the user-centred design cycle (Harper 2008). The original 
cycle had the four stages of Study, Design, Build and Evaluate. The new cycle would 
introduce an Understand phase taking place before the Study phase. This would focus 
on human values aiming to pinpoint the ones that are designed for. This would include 
talking to users and stakeholders wishing to explore the potential value offered by the 
project proposal. This phase would help to clarify the types of human values that 
might be made possible with the project and help to inform the focus of the Study 
phase. The Study phase itself would also be extended beyond only seeking insight 
around a particular task or practices related to a specific technology to consider how 
longer lasting value can be offered beyond the interaction. This phase also involves 
carrying out an ethnographic user study to look at specific contexts and particular 
kinds of people to help identify where further attention is required. The Design and 
Build phases continue to take into account the results of the studies from the 
Understand and Study phases. The subsequent Evaluate phase returns the prototype to 
the field to be tested by users and stakeholders providing an opportunity to evolve and 
rethink the design before a further iteration of the process. This user feedback allows 
the researchers and designers to understand how the prototype is experienced in 
context (Harper 2008). 
 Whilst working as a design researcher for IDEO Munich, Annette Diefenthaler 
helped create a set of design principles for a new bank branch and service concept (Suri 
2011). This combined a design-led curiosity with the correct ethnographic techniques 
to lead to a set of actionable and valuable consumer-orientated insights. The project 
involved working for a global financial institution to redesign bank branches so they 
were desirable to use for consumers from Central and Eastern Europe. In that part of 
the world, the main challenge was the citizens did not see any value in making use of a 
bank or had previous bad experience interacting with them. Although the research 
team went the traditional route of observing bank staff and their customers, revealing 
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some important issues, it was a specific chance observation made by Diefenthaler that 
delivered a much more compelling solution. This observation occurred late one night 
after an interview when Diefenthaler stopped at a budget shopping centre with the 
belief there might be something worthwhile to observe. Inside, she found a very simple 
space where each shop sold only one specific type of item. This might be seen as 
lacking the full shopping experience gained in other places, but it revealed how many 
people would prefer a straightforward offering and not a full-blown shopping 
experience. The curiosity that led Diefenthale into the shopping centre that night 
actually ended up delivering a key design theme of the project. 
 Design innovation can be driven by understanding the needs of those who use 
a product or service the most (von Hippel 1989) but here is a need for toolkits to help 
bring such users into the design process. (von Hippel & Katz 2002). This can be created 
through opening up the development process to enable further user participation. 
 
2.3.5 Intel Case Study 
A particularly poignant example where design ethnography has been applied is within 
Intel Corporation (Salvador et al. 1999). They have been pioneering the use on 
anthropologists to help inform their strategy and development of new products since 
1995. The People and Practices Research (PaPR) group used ethnographic research 
techniques to influence technology development and innovation for Intel. The group 
was made up of a number of social scientists from across the disciplines of 
anthropology, psychology and communications who work alongside developers and 
designers. The members of this group engaged in fieldwork spanning the globe 
including US, Asia, Western Europe and Latin America. This fieldwork involved 
visiting the homes and businesses of people to spend time with them in a range of 
work and other social spaces. 
 During a project on making sense of Europe, the PaPR team had to innovate the 
methods for their research as the amount of time they could spend at each location 
across many countries was limited (Bell 2001). They would first spend a few weeks in a 
small town to help get a sense of the daily life there, before moving onto a larger 
population centre and then finally a major metropolitan centre. The belief was that if 
behaviour was present in a smaller town and it persisted all the way through to the big 
cities, it was deemed an important activity or behaviour to capture. Another approach 
they relied upon to help speed up their research process was to make use of the 
existing contacts of consultants in the various research locations in order to gain access 
to groups of people and communities they might not have otherwise have been able to. 
The results of the research helped Intel to broaden their understanding of Europe and 
further consider the variety of different cultural and national traditions that must be 
catered for in this market. 
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 The development of behavioural tracking technologies has allowed Intel to 
extend what may be captured through traditional fieldwork activities alone. They have 
used Ethno-mining (Aipperspach et al. 2006) to merge the power of database mining 
with field research. This involved using a visualisation of data gathered through a 
participant's use of a mobile device to help inform the discussion during a contextual 
interview (Anderson et al. 2009). The visualisation enabled the interview participants 
to reflect upon their own behaviour and use it as an analytical tool to uncover insights 
that may not have otherwise been found. 
 The industry context for ethnographic research within Intel places different 
demands upon it in order to gauge whether the project is successful or not. The 
ethnographic liquidity (Plowman et al. 2009) a project has indicates its immediate 
relevance to the company so the outcomes are actionable and directed towards a 
problem relating to current objectives for the organisation. In addition to this, the 
research needs to be in a form so it can be circulated and easily travel throughout the 
organisation to help improve the likelihood of it having further impact. This could be 
designers and engineers making use of design principles to help guide their work or 
the marketing department using the uncovered consumer needs to provide a 
compelling way to tell their business story. Therefore, the research must also have a 
prolonged and continued relevance for the organisation to help extend its lifespan 
further. 
 The positioning of people-centred research as a core part of technological 
innovation within Intel Labs has been solidified with the establishment of an 
Interaction and Experience Research division (Rattner & Bell 2010). The division 
demonstrates the importance the company management places upon this type of 
research activity to help transform how people experience computing. 
 The advances Intel has made through making anthropological research part of 
their innovation process shows what is possible when using this type of approach. This 
has been successful, as it has taken root through more than a decade of carrying out 
ethnographic research. However, there is no sufficiently deep discussion of the 
company at the earlier stages of this process where there is no precedent of using 
ethnography as part of technological innovation. A study highlighting the challenges 
of making use of ethnographic research within a company will help to understand the 
barriers that might be encountered. Chapter 3 will aim to address this through a 
contextual inquiry and other research activities into how design and consumer 
experience research is perceived within an engineering-led industry setting. 
 
2.4 Organisational Ethnography 
In order to understand the corporate context where the method would be deployed, it 
is necessary to conduct research into the existing practice in corporations. Many others 
have worked on understanding the workplace from the field of Computer Supported 
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Cooperative Work (Harper 2000) and more recently as an explicit ethnographic 
venture (Watson 2011). There are a number of challenges when working in such a 
setting related to buy-in, access and utilising the results. 
 
2.4.1 Organisational Culture 
Ethnographers are increasingly being asked to help organisations become more 
consumer-focussed (Beers et al. 2011) but such activity reveals large organisational 
change issues and implications which require a well devised strategy. The 
orchestration of a broader view of the consumer experience involves facilitating 
substantial cross department communication. It expands the role of ethnographers 
from simply being a conduit for consumer understanding to offering an internal 
diagnosis of the organisational culture along with developing cohesive 
interdisciplinary teams and pushing against resistance to such an approach. 
 
2.4.2 Internal Challenges 
The fieldwork challenges are well illustrated with a study by Jordan for Intel Corp to 
understand the human side of the manufacturing process within plants located in 
Costa Rica and Malaysia (Jordan 2009).  The corporation had its own internal tradition 
of using anthropologists and the managers spoke with many phrases in the initial 
discussions that made them seem well versed in what was involved and what to expect 
from such activity. However, the researcher was mistaken in this belief. In the 
beginning, it was less than clear what was actually required from the research. There 
was initially an emphasis on the actual research rather than a return on investment but 
when it came to delivering the findings later on, one of the first questions was “How 
does that impact our bottom line?” 
The difficulties encountered during the first phase of research in Costa Rica were 
bureaucratically embedded in terms of IP, privacy and company image. Negotiating 
the restrictions on a local level once the negative effects had been revealed was not 
possible. To help highlight this after the first phase of research, the positive 
recommendations were framed with the limitations caused by the restrictions.  “They 
began to understand what kinds of data I was not getting, what kinds of observations I 
was not able to make, and what connections I was not able to see.” 
The next phase of research in Malaysia was improved greatly by gaining a 
teammate who had a lot of the background knowledge about Intel after working for 
them as an in-house ethnographer. This offered a complementary balance between 
insider and outsider knowledge. An insider understands the work culture a lot more 
and can gain greater access to the things that usually hamper an outsider. The outsider 
can offer experience from elsewhere and see patterns or connections that may be 
‘invisible in plain sight' to the insider. Also, the recommendations offered by an 
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outsider are more likely to be taken seriously by management whereas the same issues 
coming from an insider could potentially just be seen as “employee whining”. 
Doing ethnographic work within a corporation continually puts the researcher in 
the position of having to re-negotiate and revise the aims of the project. “In corporate 
projects, the light is never green. It is always shades of yellow—blinking into red every 
so often.” (Jordan 2009) 
 
2.4.3 Organisation Structures 
The relatively recent emergence of the “new science” of complexity theory in physical 
sciences has also made an impact on social science (Marion & Uhl-Bien 2002). Put 
simply, this departs from a linear, mechanistic view of the world that uses cause-and-
effect solutions to provide an explanation of physical and social activity. Instead, the 
perspective is of a non-linear and organic view of the world where uncertainty and 
unpredictability are dominant (Wheatley 2006). Complexity theorists view nature as 
too dynamic to be described with a model. Whilst this may be true to extent, there is 
still value in generating models of activity as it allows for self-reflection and internal 
understanding of existing work practices (Star 1989). 
 To view organisations as a traditional top-down hierarchy from a management 
perspective is not sufficient for explaining how and why work happens (Mintzberg & 
Heyden 1999). The ability to see which parts of the organisation connect to one 
another, how processes come together and where ideas flow is important to help 
individuals define their work and show where competitive advances can be made. 
Mintzberg and Heyden use an approach they call the organigraph to help map out the 
range of structures and processes being deployed within a company. An organigraph 
is made up of sets, chains, hubs and webs. A set is collection of items such as 
equipment or people that act relatively autonomously within the organisation with 
only loose connections using common resources. A chain is comparable to an assembly 
line where knowledge is passed from one group to the next and is already a well-
embedded concept within business thinking. It is with the hub and the web where a 
new perspective on organisations can be found. The hub communicates more of the co-
ordination activities taking place during the development process with a manager at 
the centre of it helping push through people, things or knowledge. When the 
connections to do not go through a central point, a web helps explain the complexity of 
activity in this situation with requirement of management to try and be everywhere 
possible in the web. The consideration of management not at the top of a hierarchy as a 
master but in many different places helps define their role as the servants to the needs 
of the organisation. 
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2.4.4 Information Handling 
In his study of the International Monetary Fund, Harper discusses the issue of 
information being assigned a “field of relevance” by the desk officers based on its 
provenance (Harper 1998). Undertaking ethnography within an organisation poses 
many challenges – how to position the work, where to “observe”, what parts of the 
day-to-day life (including but not limited to the production and sharing of information 
by the organisation) are attended to and what is ignored. The development of such a 
stance is almost always an iterative one that cannot be clearly predetermined prior to 
entering the field. In this way, an organisational ethnography is a highly dialogical, 
iterative exercise. 
 
2.5 Experience Research Methods  
This section will discuss the range of potential methods that could be used for 
providing a deep understanding of the consumer experience. Chapter 3 will explore 
the problem space in relation to the design function within a large organisation seeking 
to expand their approaches for using experience research to support their work. In 
order to do this effectively, there needs to be a suitable exploration of experience 
research methods to help understand methods for addressing these barriers. The next 
section will provide an overview of existing methods from the fields of market and 
design research showing the qualities they have. The section following this will discuss 
in detail a range of observation frameworks already available to support fieldworkers. 
The final section will discuss the activity of writing field notes to document 




2.5.1 Methods Overview 
An overview of existing experience research methods will help to define the required 
qualities of the new method that will be generated later in the thesis.  
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Table 2.2 - Methods Overview	  
	  
An extensive review of the literature for experience research methods has been 
conducted to create Table 2.2 and help to show the qualities of each method. A set of 
criteria based on this review has been developed to indicate the various features each 
method contains. This provides an overview of methods that can be used to gain a 
qualitatively orientated understanding of people's lived experience. The Type column 
indicates whether the method is traditionally used as a design research method or as a 
market research method. The remaining columns use sets of negative and positive 
symbols to show if a prevailing characteristic of the method is: 
 
• very high - marked as [ + + ] 
• high - marked as [ + ] 
• low - marked as [ - ] 
• very low - marked as [ - - ] 
• uncertain - marked as [ ? ] 
 
 The Threshold column shows whether there are any barriers for conducting a 
research study involving the method with little experience of applying it. A very low 
threshold indicates it is a very easy method for a novice to apply whereas a very high 
threshold indicates it is a very difficult method for a novice to apply. 
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 The Preparation column displays the amount of time required to prepare the 
research such as organising support material and recruiting participants. A very low 
preparation time shows it takes only a small amount of time for planning before the 
method can be applied. A very high preparation time means it takes a very lengthy 
period of time to plan the activity and prepare any necessary support materials.  
 The Task Time column indicates how long it takes the researcher to have direct 
involvement with the participant whilst they carry out the research task. A very low 
task time only requires a small amount of time for the researcher to be present with the 
participant in order to gather the data. A very high task time requires a lengthy period 
of engagement between the researcher and participant for the data to be gathered. 
 The purpose of the Depth column is to show if the resulting research material 
typically has the potential to relay a rich understanding of the participant's lived 
experience. A very low level of depth will only be able to communicate the very 
explicit knowledge that is presented to the researcher. A very high level of depth will 
help to communicate tacit and latent knowledge that may be otherwise hidden to the 
researcher. 
 Finally, the Breadth column shows the scope of the results the research method 
is capable of providing a typical study. A very low level of breadth will deliver 
material from a quite narrow perspective of a particular individual. A method with a 
very high amount of breadth is able to reveal the wider perspectives of an array of 
different people across many topics and contexts. 
 
2.5.1 Ethnographic Observations 
The method of ethnographic observation (Simonsen & Kensing 1997) is aligned with a 
design approach and involves observing people in their own environment to help 
gather material to document their lived experience. There is commonly a very high 
threshold to conducting this kind of activity as it requires a lot of background 
knowledge to help frame the research questions (Agar 1996), a deep understanding of 
different cultures (Salvador et al. 1999) and an ability to analyse the material to identify 
any emerging patterns (Strauss 1998). The preparation time is also very high as access 
to the participants and their context needs to be negotiated and participants who are 
willing to be observed must be recruited (Hammersley & Atkinson 2007). The amount 
of time it takes to carry out observations is very long as it can take a while to collect 
enough evidence to show patterns in behaviour rather than one-off instances. Rapid 
ethnography is able to offer a set of field practices that enable researchers to better 
understand users, their environments and the interaction between the two within a 
shortened timeframe (Millen 2000). There is a great amount of depth that can be 
achieved using this method as it generates a large amount of material that can be 
compared and contrasted with other participants (Hughes et al. 1992). However, it 
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often has low breadth as the investigation is focussed on a single person or small group 
of people in a very specific context. 
 
2.5.2 Interviews 
Interviews (Spradley 1979) are a technique for asking a set of predefined, open 
questions to illicit verbal responses from the participant regarding their opinions on a 
predefined set of topics. This approach is used in both market and design research to 
gain qualitative responses that can be used to inform further understanding. The 
threshold to this type of activity is high as, whilst it is straightforward to carry out, it is 
challenging to form the questions to be asked and to develop a good rapport with the 
participants. The preparation time required is high as it requires considerable time to 
structure and correctly word the questions that will be asked of the participant (Wood 
1997). The task time is also high as it requires an interviewer to hold a long 
conversation with the participant with further time required to transcribe or write-up 
any recordings for further analysis. An interview can often produce a great amount of 
depth as it gives the participant an opportunity to engage in a discussion regarding 
their responses (Lincoln 1985). The breadth an interview can provide is heavily 
dependent on the types of questions which are asked and how willing a single 
participant is to contribute their opinions. 
 
2.5.3 Surveys 
Surveys are a method of understanding the opinions of a representative and 
sufficiently large group of people through asking a series of questions and (in the main 
but not exclusively) quantifying their responses to these questions. There is a low 
threshold to making a survey, as it requires only a little background knowledge to 
create, distribute, collect and analyse the material (Evans & Mathur 2005). The 
preparation time is high, as the questions need to be carefully worded in order to get 
back useful data from the responses. The task time is low as it simply involves the 
participants working through a series of questions and providing answers using 
multiple choice or brief sentences of text (Kanuk & Berenson 1975). Also, a survey can 
be distributed to a large audience without necessarily having a researcher present to 
help facilitate the participant answers. The depth offered by a survey is very low as it 
can only provide material based around a preset framework of questions asked of the 
participants with little opportunity to deviate from this (Linsky 1975). The breadth a 
survey can offer is very great as it can be distributed to a very large number of 
participants with minimal cost (Deutskens et al. 2004). 
 
2.5.4 Focus Groups 
Focus groups (Krueger 2009) are a tool of market research, also used in design, to help 
understand the views of a preselected group of people using a discussion with a 
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facilitator posing the questions and prompting the topics. There is a low threshold to 
holding a focus group session, as it is an easy approach for eliciting the views of a 
small group of people (Smithson 2000). Additionally, the preparation time is low 
because it only requires a set of questions or topics to be defined in advance of the 
focus group session (Calder 1977). The time it takes for a focus group session to be held 
is also low as it is possible to listen to the opinions of a small group of people in a short 
space of time (Fern 1982). A focus group offers a very low amount of depth as it only 
allows for surface level discussion from each participant, as there are so many people 
involved (Litosseliti 2003). However, the breadth provided by a focus group is high as 
it can convey a wide amount of different perspectives across many topics and contexts 
by those who participate (Nielsen 1997). 
 
2.5.6 Participatory Design 
A participatory design method (Muller 2003) calls for the people being designed for to 
be involved from the start of the design process when generating the initial concepts 
and throughout to help evaluate the appropriateness of the design. This approach has 
roots in design as a way to understand the needs and desires of the end-user (Sleeswijk 
Visser et al. 2007). There is a very high threshold to facilitating a participatory design 
session, as it requires a deep understanding of the appropriate tools and materials to be 
delivered effectively (Grudin 1993). The preparation that must be given to a 
participatory design task is high in order for sufficient support materials to be 
supplied. The task time itself is also high as it seeks an engagement with individual 
participants for them to construct their own designs and then translate these into 
useful design recommendations (Sanders et al. 2010). Also, the depth offered by the 
results is very high as the generative nature of the activity helps to draw out innate 
needs and issues that may otherwise be difficult to articulate (Sanders 2002). The 
breadth of this approach is limited as it can only involve a small number of people in 
an individual participatory design session. 
 
2.5.7 Interventions 
An intervention is a design-based approach that places an installation in the familiar 
environment of the user to provoke a response (Miles & Hall 2005). There is a low 
threshold to carrying out this activity as it can be deployed by a designer who wishes 
to explore a particular topic in the every-day context of the people being designed for 
(Klanten & Hubner 2010). There needs to be careful consideration of the users and their 
environment before installing an intervention so the preparation time for this is high. 
The task time for an intervention is also very high, as it requires a lot of effort to create, 
install and observe any effects it has (Dalsgaard et al. 2011). The depth offered might be 
considerable although this really depends on how well the intervention is designed 
and on how much the participants actually engage with it (Gaver et al. 1999). The 
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breadth an intervention can offer is unclear as it only provides an opportunity to gain 
the opinions of the people who encounter it. 
 
2.5.8 Desired Characteristics of New Method 
On further reflection of Table 2.2, what is missing is a method that is quick to do with a 
low threshold, but also provides both breadth and depth. This leads to the desired 
characteristics of the method the thesis author will be developing shown in Table 2.3. 
Additionally, based on the anticipated issues within a large company (discussed 
further in chapter 3), those are the characteristics also important to big companies. 
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Table 2.3 - Desired Characteristics	  
	  
Ethnographic observations will be taken as a starting point for the new method as it 
has potential to offer a very high amount of depth when understanding the consumer 
experience.  Instead of simply discussing their opinions, it provides an understanding 
of people in own environment based on their actual behaviour. The barriers to this 
approach such as a very high threshold and preparation time can be overcome if these 
tasks are undertaken by an experienced ethnographer to help facilitate the 
participation of additional observers. Therefore, existing frameworks to help support 
observations will be discussed in the next section. 
 
2.6 Observation Frameworks 
There are six frameworks discussed in this section; these have the potential to be 
applied in a field setting in order to structure the writing of field notes. An explanation 
of each will be provided followed by an overview of their characteristics and rationale 
for selecting an appropriate framework to be used in the development of the method. 
 
2.6.1 9 Dimensions of Descriptive Observation 
The 9 Dimensions framework (Spradley 1980) can be used to document observations 
with different characteristics. These are the following: 
 
• Space - The physical layout of the setting where the observations occur along 
with specifying whether it is interior or exterior.  
• Actors - The people who are present in the situation including their names and 
other relevant details.  
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• Activities - The activities the actors are involved in. 
• Objects - The physical elements in the space such as the tools that actors are 
using or furniture in the space. 
• Acts - The specific individual actions that constitute the activities. 
• Events - The occasions taking place such as a meeting or regular happening.  
• Time - The sequence in which events take place. 
• Goals - The aims of the actor's activities. 
• Feelings - The emotions that can be sensed in the particular contexts. 
 
This offers a comprehensive framework to document observations although some 
elements might be too specific and difficult to intuit whilst in situ. Also, some of the 
dimensions are concerned with very similar things (e.g. activities, acts, events and 
time) but are offering greater granularity for description. This has benefits when 
conducting analysis but could offer too many potential choices whilst writing the field 
notes. 
 
2.6.2 AEIOU  
The AEIOU analytic framework from eLab (Wasson 2000) is a heuristic tool to guide 
the interpretation of fieldwork observations. This can be used to assist coding data in 
the first stage of analysis as well as helping build theoretical models to address issues 
from clients in a business context. It can be used to support looking at a context or 
situation and understanding each of the elements of the framework alongside how 
they interact with each other. The framework uses the following characteristics: 
 
• Activities - Goal driven groups of actions indicating what people wish to do. 
• Environments - Encompasses the space where the activities occur. 
• Interactions - The things that occur between a person and another person or 
thing. These make up the component parts of activities. 
• Objects - The component parts of the environment. The things which are put to 
complicated or unintentional uses by changing their function, context or 
meaning. 
• Users - The consumers i.e. the people who provide the behaviours, needs and 
preferences to study. 
 
The AEIOU framework has some limitations in that it is unable to help indicate wider 
cultural trends and does not consider aspects of history, change and politics. This focus 
on the microlevel of activity was characteristic of eLab in their earlier days although 
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they later began to expand and integrate broader issues into their analysis (Wasson 
2000). 
 
2.6.3 A (x 4) 
The A (x 4) method can be used for understanding, exploring and communicating 
scenarios about new experiences for consumers (Rothstein 2003). The method is based 
upon four key factors that make up experiences with new products, environments and 





• Atmosphere  
 
The close study of the interactions between these factors is able to provide researchers 
and development teams the insights to inform the development of new consumer 
experiences. The method borrows heavily from techniques in the fields of consumer 
research, ethnography and design. Whilst it can be used solely for data collection, it 
also offers a multidisciplinary framework to support analysis and the building of 
scenarios (Anderson & Rothstein 2004). When used during the early stages of design 
research, it offers an ethnographic coding scheme to support the collection of facts and 
observations related to consumers and their everyday experiences. Once a sufficient 
amount of data has been generated, the four factors are then used to create a set of 
snapshots to illustrate the key insights summarising the consumer behaviour. A 
visualisation, showing the consumer experience using a series of images, helps the 
researchers and designers then go on to develop more detailed scenarios. 
 
2.6.4 Bringing the Outside In 
The Bringing the Outside In framework (Sotirin 1999) was used in an educational 
setting to help students advance their practical experience of conducting ethnographic 
observations. It enables students to categorise seemingly familiar things and challenge 
their common-sense assumptions about them. This framework was made up of the 
following: 
 
• Territory - This includes how space is used and architecture. 
• Stuff - This relates to objects that can be seen such as furniture but also less 
tangible things such as possession and notions of private/public. Along with 
this, it encapsulates visual signs and technology usage. 
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• People - This looks at flows of people including how they dress and what their 
bodies are doing. It also includes nonverbal behaviours such as authority and 
affection. 
• Talk - This category relates to the content of conversations that can be heard 
along with the vocabularies being used. 
 
This is a useful framework for getting started with ethnographic observations but some 
of the categories are already very focussed on specific details. This has the potential to 
become restrictive as it is imposes an analysis at an earlier stage than is required. This 
could limit the outcomes of the research to a predefined set of qualities rather than 
letting new qualities emerge from the data. 
 
2.6.5 POSTA 
The POSTA framework can be used for the purposes of innovation in a business setting 
(Euchner & Henderson 2011). It is made up of a simple set of categories for data 
collection and uses the following terms: 
 
• P - Person 
• O - Objects 
• S - Situations 
• T - Time 
• A - Activity 
 
This can be used to follow key participants in their work setting to observe what they 
do and how they interact with other people and tools in their environment. The focus 
on time and activities is useful for sequencing the workflow that people who are in an 
industry setting might go through. The orientation of this framework is towards 
people who are carrying out work activities rather than those who are not necessarily 
engaged in any functional or productive activity. 
 
2.6.6 POEMS 
The POEMS framework (Kumar & Whitney 2003) was initially developed as a tool for 









The original motivation for using the framework is to turn any analytic data into a 
generic form so it could be reused again on future projects. Tagging video is a very 
time-consuming process, so such a system generates a pool of generic data that can be 
queried in different ways depending on the requirements of a given project. For 
example, if this was being used in the context of the home where people using 
entertainment systems are being observed, a list of words related to things found there 
would be applicable. These might be boy, computer, office, game, internet. The words 
would then be completely different if based in a work setting such as a hospital - doctor, 
stethoscope, office, patient records, information retrieval. Despite these subject areas being 
completely different, the usage of the framework could enable material to be cross-
referenced at a later date. 
 Although the framework was initially developed as a way to tag observations 
after they have been made, it has potential to be adapted for use whilst out in the field1. 
This could help ensure the various framework elements are being recorded using field 
notes and it could act as a first-stage of analysis by grouping observations into the 
different categories whilst in situ. 
	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
1 This refers to fieldwork which is collecting information outside of a workplace setting. 
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2.6.7 Observation Frameworks Overview 
When the different frameworks are compared against each other (see Table 2.4), the 
coverage they offer a field setting can be gauged.  
 
9	  Dimensions	   AEIOU	   A	  (x4)	   Bringing	  
Outside	  In	  
POSTA	   POEMS	  
Space	   Environment	   Atmospheres	   Territory	   Situation	   Environment	  
Actors	   Users	   Actors	   People	   Person	   People	  
Activities	   Activities	   Activities	   	   Activity	   	  
Objects	   Objects	   Artefacts	   Stuff	   Objects	   Objects	  
Acts	   Interactions	   	   Talk	   	   	  
Events	   	   	   	   	   	  
Time	   	   	   	   Time	   	  
Goals	   	   	   	   	   	  
Feelings	   	   	   	   	   	  
	   	   	   	   	   Messages	  
	   	   	   	   	   Services	  
 
Table 2.4 - Table of Observation Frameworks 	  
 
All of the frameworks provide a focus on people, their environment and the objects 
being used. Four of the frameworks have a category concentrating on activities whilst 
both the 9 Dimensions and POSTA frameworks distinguish time as a specific category. 
The 9 dimensions framework also further breaks down more work-orientated 
observations into events and goals along with considering feelings. The POEMS 
framework considers Messages and Services as distinct categories of their own and 
these characteristics are not explicitly covered in any of the other frameworks. Given 
that the observations that will be made in this thesis are in a public setting, where there 
potentially will be an abundance of Messages and usage of Services, this is the most 
appealing framework to apply within the method. 
 
2.7 Field Notes 
Field notes describe accounts of experiences and observations from a researcher during 
intense involvement with a set of participants (Emerson et al. 2011). The writing of a 
descriptive account such as this is a more difficult process than it might initially seem. 
The activity of describing in written form is not just concerned with capturing an 
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observed reality as closely as possible. This point of view holds the assumption that 
there is a potential definitive description of a specific event. In truth, there is not a 
single correct method of writing about what has been observed as the act of describing 
involves issues such as perception and interpretation. This allows for different 
descriptions of the same events to be made. 
 In Forsythe's description of common misconceptions about ethnography 
(Forsythe 1999), there is an instance describing fieldwork for a medical informatics 
project involving observations of the medical rounds. A senior physician described the 
fieldworker as a “walking tape recorder” as the field notes they wrote offered a 
consistently higher quality than a tape recording with a transcript that could be 
readable alongside other analytical comments. This interpretation of the fieldworker's 
role did not recognise the creativity of this work. It failed to see the skill the 
fieldworker had in selecting and offering an interpretation of the information that was 
recorded and compiled into a narrative account. Likewise, this did not recognise that 
an alternative fieldworker would have produced a different narrative. 
 
2.8 Conclusions 
This section summarises the literature discussed during this chapter, reflects on the 
main findings, and outlines the next steps. 
 
2.8.1 Summary of Activities 
In this chapter, the literature related to design management has been discussed along 
with an overview of people-centred research activities, placing particular emphasis on 
design ethnography. This helped to gain some preliminary understanding with 
regards to the first research question related to understanding the barriers to using 
consumer experience research within an engineering-led company. The knowledge 
funnel showed how ethnographically informed insights fit into the development 
process with the important role of designers for innovation within large organisations. 
A comparison of market and design research helped define the qualities of both to 
illustrate how and where design research provides business value. The deeper offering 
of design ethnography was then explored by tracing its origins in anthropology 
through to its contemporary application in corporate settings. This was followed by a 
discussion of organisational ethnography that offered poignant examples for 
conducting ethnography in a business context. From this we learned about the role 
ethnographers play in supporting internal communication alongside the challenges 
that might be encountered when conducting such activity.  
 A range of existing research methods was then discussed which helped decide 
upon the characteristics of the method that will be developed to address research 
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question two. Ethnographic observations will be used as a starting point for the new 
method. This was chosen as it offers the opportunity to understand how people behave 
in their own environment rather than a lab based setting. The value of such an 
approach is that it is capable of delivering deep consumer experience knowledge 
whilst still being aware of the needs of business. Other approaches were considered 
including interviews, surveys, focus groups and participatory design but were 
ultimately discarded due to the limitations described in the overview of the methods 
section. A range of observation frameworks were also discussed which led to the 
decision to use the POEMS framework. A significant step has been made in this 
chapter with the creation of a design specification for the method we wish to create. 
 
2.8.2 Reflection on Main Findings From Literature Review 
The rationale for the selection of the literature was to understand the context for design 
ethnography within a large organisation. The stance of design thinking in management 
has shown a conceptual model, in the form of the knowledge funnel, which consumer 
experience research can feed into. It also demonstrates the movement of knowledge in 
order to innovate within an organisation from a mystery to a heuristic to an algorithm. 
This is significant for developing the consumer experience research method as it 
articulates how knowledge evolves when it moves through different levels of an 
organisation. 
 The comparison of the difference between market research and design research 
(see section 2.2.1) is important, as the term ‘consumer experience research' is perhaps a 
little confusing. The word ‘consumer', when referring is people or end-users, is more 
prevalent in marketing. However, this thesis focuses on developing a design research 
method for a large organisation where consumer experience is the used terminology. 
The emphasis in this thesis is strictly on design research rather than marketing, so the 
comparison of the differences between these two forms of research has helped to 
clarify this position. 
 The Intel case study (see section 2.3.4) described the advanced ways design 
ethnography can be applied within a large organisation. In Intel, it has been elevated to 
a very high status so there is an organisational structure in place to leverage its full 
potential. This highlights a gap in the literature examining the barriers when it is an 
engineering-led organisation that does not lend itself to utilising ethnographic 
research. This challenge will be addressed in the next chapter through a contextual 
inquiry and other activities within an example large engineering-led organisation. 
 The survey of the experience research methods and observation frameworks will 
greatly inform the characteristics of the new design research method. They define 
different ways to involve people in the research process and the types of material that 
can be generated through this activity. The practice of applying these methods is also 
fundamentally relevant to designers as it provides an activity for them and their users 
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participate in. This provides a link from research to practice so it can be taken forward 
into the concepts the designer creates. 
 
2.8.3 Next Steps 
The next chapter will address research question one by exploring the barriers in 
relation to the design function within a large organisation that are seeking to expand 
their approaches for using consumer experience research to support product and 
strategic development. 
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Chapter 3 - Understanding Consumer Experience 
 
3.1 Introduction 
This chapter is concerned with research question one to identify the organisational 
barriers in an engineering-led large company that limit an interest in and uptake of 
consumer experience research. This will be addressed by understanding the context of 
design and consumer experience within a large, multi-national corporation. The 
purpose of this is to show how consumer experience research can be integrated into a 
design team within an industrial context, namely NCR. The previous literature chapter 
discussed the study of other organisations along with the processes and structures they 
use. A working definition of design ethnography was also provided, as this will be the 
lens through which the existing activity in the corporation is perceived. 
 NCR Corporation is a global technology company that aims to lead how the 
world connects, interacts and transacts with business. Their main offerings are assisted 
and self-service solutions for lines of business (LOB) including retail, financial, travel 
and hospitality. The customers of NCR are other businesses. For example, major banks 
are the main customers for the financial line of business. The consumers are the actual 
end-users who will use the products that the businesses have bought and operate. 
 In order to explore how NCR could integrate consumer experience (Cx) research 
better into its product development, it is necessary to document how design fits into 
the wider organisation. In addition, an awareness of how design operates and is 
perceived within the company will help to indicate where and when there is a need for 
additional research methods to attain further relevant Cx research. 
 An account of Cx design was gathered through three key activities: a contextual 
inquiry of how the Cx team operates, interviews with other internal departments and a 
workshop. The contextual inquiry took place over 3 months and involved informal 
chats with the Cx team members, shadowing 2 members for a week, work place 
observations and participation in team meetings. The subsequent interviews were with 
mid-level managers within the company who are mainly customers of the Cx design 
function. The final workshop involved Cx team members generating a map of their 
product development flow for an example project.  
 All of the participants named in this chapter have been anonymised to protect 
their identity. 
 
3.2 Contextual Inquiry 
A contextual inquiry (Beyer & Holtzblatt 1998) was conducted within the Cx design 
department of NCR. The purpose of carrying out this inquiry was to observe the 
existing design practice within the team and understand how these activities are based 
around the people being designed for. This activity was used to further inform the 
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design of the method and help gain a deeper understanding of the potential setting 
where the method could be deployed. 
 
3.2.1 Methodology 
The material was gathered following a three month long period of engagement (see 
Fig. 3.1) with members of the Consumer Experience (Cx) team at NCR Corp from 
October to December 2010. This involved regular visits to the corporation's Discovery 
Centre – a research & development facility situated in Dundee, Scotland. The visits 
involved working at a desk in the same open plan office as the team. This presence in 
the office provided a good sense of the rhythm of their day including seeing who 
would be the first to arrive in the morning, who would go for lunch and tea breaks 
together and who would regularly work until late. The conversations between the 
team members would alternate between rather serious discussions about current 
projects to light hearted chat relaying funny stories about interactions with other 
colleagues. The research activities undertaken included informal chats with the Cx 
team members, shadowing of 2 team members for a weeklong period, work place 
observations and participation in team meetings. 
 
 
Fig. 3.1: Timeline of presence and research activities at the corporation 
 
 The informal chats were with different members of the team on a 1-to-1 basis to 
find out their experiences of working in Cx within NCR. The people who were asked 
to provide their views were the team members based in Dundee, Dublin and Atlanta. 
The following sections summarise the key points that emerged from the material 
gathered during this activity. 
 
3.2.2 Background 
The following is a brief history of the company both globally and locally to provide 
some further background to the contextual inquiry. Along with this, there is also a 
summary of the ways in which design has recently (1980 onwards) been approached 
within the company. The main source for the company history was an internal 
commemorative book titled “Cash advance: the story of NCR in Scotland 1946-1996” 
which was published when the company celebrated its 50th year in Scotland. An 
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awareness of this colourful history helps immensely in understanding how the 
company came to be where it is today. 
 
3.2.2.1 Company History 
The business was founded as National Cash Register Company in 1884 by John 
Patterson who was the first maker of mechanical cash registers.  In 1893, NCR opened 
the first sales training school that taught staff how to sell their cash registers using a 
tried and tested set of sales methods. Patterson ran the training programme using a 
document called the NCR Primer where he had codified a standardised sales 
technique. He did not need any justification for the theory behind this document as 
anyone who used this method simply sold more registers (Carson 1966). In 1953, the 
company established an electronics division where it began pursuing electronic 
applications for business machines. In 1974, the company changed its name to NCR 
Corporation. The AT&T acquired the corporation  in 1991, which resulted in a name 
change to AT&T Global Information Solutions (GIS). However, AT&T GIS was spun-
off again by 1996 so its name was changed back again to NCR Corporation. At this 
stage, the company evolved from being a hardware-only operation to a full solutions 
provider also offering software services. This was signalled through the acquisition of 
various other retail, healthcare and travel focussed companies from the late ‘90s 
through until 2011. 
 
3.2.2.2 Company in Dundee 
The first NCR plant was established in Dundee in 1946. This was a factory at 
Camperdown (see Fig. 3.2) where the employees focussed on mechanical 
manufacturing and started with 1000 employees but this soon grew to 1500. 
 
 
Fig. 3.2 - Camperdown factory, Dundee 
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The Class 31 Accounting Machine was responsible for 80% of Dundee's revenue during 
the ‘50s. The advent of transistor technology combined with mechanical accounting 
machines ensured that the ‘60s was also a buoyant time for NCR in Scotland. 
Alongside this, the impending switchover to the decimal system in 1971 meant there 
was great demand for new cash registers in the preceding decade. The number of 
employees reached a peak in 1971 with 6,000 staff working in seven factories. 
However, the world was changing with more reliance on computer technology and 
less on mechanical products. The Century series computers were typical of the second-
source products being manufactured at Dundee during the ‘70s which was indicative 
of the gradual erosion of Dundee's workforce and design autonomy. Jim Adamson was 
appointed head of NCR Dundee in 1979, whilst the facility was suffering financial 
trouble and he consolidated the product range to focus on a few profitable products. 
The facility turned a corner at this stage as the Dundee Engineering Group designed a 
second generation Automated Teller Machine (ATM).  Jim Adamson petitioned for the 
ATM charter in 1984 giving Dundee the edge by designing and manufacturing the 5070 
ATM (see Fig. 3.3) for the company. 
 
 
Fig. 3.3 - The 5070 ATM and employees in the factory at Dundee. 
 
The success of the second and third-generation of ATMs was in part due to their 
reputation for reliability and the upgradeability of its quick-release modules. The Best 
Factory in Britain award was given to NCR Scotland at the end of the ‘80s. The start of 
the' 90s saw some great uncertainty following the acquisition by AT&T although this 
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was short-lived as the company was spun-off again in 1996 which was also the year it 
celebrated its 50th anniversary in Scotland. 
 
 
Fig. 3.4 - NCR Discovery Centre, Dundee 
 
A new R&D facility called the NCR Discovery Centre (see Fig. 3.4) was opened in 2001. 
In 2007, there was devastating news of a mass lay-off of 650 jobs from the Gourdie 
factory, then two years later manufacturing was ceased altogether with the sad loss of 
a further 250 jobs. This struck a harsh blow given the company's previous prosperity 
and status as a great employer in the city. The only facility left in Dundee now is the 
Discovery Centre with a sole focus on R&D. 
 
3.2.2.3 Design in Dundee 
The Cx team director, who has worked in the company for over 25 years, provided a 
whiteboard session explaining an overview of design within the company. Since the 
‘80s, design has seen many shifts in terminology, structure and groupings (see Fig. 3.5).  
 
 
Fig. 3.5 - Timeline of NCR Industrial Design groupings 
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The first Industrial Designer hired in Dundee was in 1981. Prior to this, industrial 
design was outsourced to an external company in London. In the same year, the 
Corporate Industrial Design grouping was established. The engineering and 
manufacturing facility in Dundee was where the industrial designers were based and 
they had charters to do certain products. As discussed in the previous section, a key 
charter for the survival of NCR in Dundee was the ATM in 1984. When the company 
was taken over by AT&T in 1991 (see Fig. 3.6), they had a very different way of 
working with design because they never had an internal group of industrial designers 




Fig. 3.6 The AT&T name displaces NCR in 1991. 
 
At this stage, the Corporate Industrial Design group took the astute move to rename 
them to the Design Centre. They continued to support the look & feel for the company 
product line but also started to do some external consulting. Although this was 
successful to a certain extent, they started to diverge from what was the company core 
business to designing other products. The next version of the Design Centre in 1995 
changed the consulting arm so it was more focussed around enhancing the NCR 
solution offerings. This involved designing custom kiosk surrounds or bank branch 
interiors to enhance the deployment of ATMs. The last Corporate Design Guidelines 
document was produced in 1996 and this was really a peak for design activity within 
the company. 
 In 1997, the consulting arm was expanding in Europe and R&D was also 
supporting work in Dundee along with locations in San Diego and Asia-Pac. The other 
locations were not very successful so by the end of 1999, the only one that still existed 
was the European Design Centre, which meant that any design resources were very 
minimal at this point. In 2001, there was renewed focus on R&D with it now renamed 
Design, Usability & Accessibility and the consulting arm known as Professional 
Services. There was still some crossover between these 2 types of work at first but it 
was completely split up by 2004. Whilst the Design, Usability and Accessibility 
grouping started to pull together the industrial designers and user experience under a 
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single heading in Dundee, there were still two industrial designers dispersed in other 
parts of the organisation in Atlanta. Even though they were both industrial designers, 
they reported to managers in different project teams so there was no real 
communication between them. The Consumer Experience grouping was established in 
2007 with an additional focus on user experience and software interaction design along 
with the hardware industrial design that had been the previous speciality. This 
brought together the industrial designers who had been working in different parts of 
the organisation into a single team, under one manager. 
 The perceived value of design (see red line in Fig. 3.5), as defined by the Cx team 
director, last peaked in 1996 when NCR was second only to General Motors as long-
term winners of IDSA (Industrial Design Society of America) awards in the corporation 
space. After the spin-off back from AT&T and all of the design groups reduced in size, 
the value of design went down with the most senior person with a design title being 
the Dundee team director. This grew again slowly in the early 2000s with the Vice 
President of Design role re-established by the end of the decade showing renewed 
emphasis on the design function at a strategic level. 
 
3.2.3 Team Structure 
The Cx team is organised through 3 different types of role (see Fig. 3.7). These are 
Industrial Design, Interaction Design and User Experience.  
 
 
Fig. 3.7: Organisational structure of the Cx team Jan 2011 
44 
3.2.4 A Day in the Life of a Cx Industrial Designer 
The following example of typical daily work activities of a Cx team member was based 
on the author's observations of a team member and regular involvement with the team. 
The sequence and frequency of the activities discussed may not be as clean cut as the 
day in the life story may suggest. For example, the designer may check e-mails many 
times throughout the day. However, this is a representative example to provide an 
overview for the types of things the designers do during their average day. 
 Rosie Barthram drew the illustrations shown in the following section. She did not 
visit NCR at all prior to making the drawings. The story describing the various 
activities the designer would engage in throughout their workday was provided to her 
and this was used to help guide the creation of the imagery. Any similarities to specific 
team members are merely consequential. 
 
Fig. 3.8: Generating solutions in CAD software for a note deposit drawer. 
 
The day starts with working at a desk in the open plan office on a solution for a new 
cash deposit drawer (see Fig. 3.8). This first involves sketching out some ideas on paper 
using a ruler to work out the correct dimensions. Transferring them into a 3D 
modelling package on the computer then develops the ideas further. The designer 
continually shifts between his reference drawing and working onscreen with the ruler 




Fig. 3.9: Replying to e-mails from colleagues. 
 
The next activity involves reading through some emails from other team members and 
the team manager (see Fig. 3.9). One of the emails from a Cx team member contains a 
slide presentation with images showing renders2 of a recently pitched project for a 
bank. Another email from the team manager shows a table with all the ongoing 
projects, who is responsible and what the current status is. The designer updates the 
status for some of these projects and sends a reply to the manager. An additional email 
from the team manager is a reminder about the afternoon conference call to discuss 
work for ‘Project Impact'3. 
	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
2 A render is a 3D image of a design. 
3 This project is about creating a cohesive look and feel across the Cx industrial design output. 
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Fig. 3.10: Lunch in canteen together. 
 
It is soon lunchtime and many of the team sit at the same table in the canteen and eats 
their lunch together (see Fig. 3.10). They will mostly chat about things other than work 
although the occasional work related topic also comes up. After finishing eating, many 
of the team go for a walk outside to get some fresh air and stretch their legs. The 
conversation continues but again it is light-hearted banter rather than any serious work 
chat whilst they take in half a dozen or so laps around the building. 
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Fig. 3.11:  A visit from an engineering colleague to look at the SCER model. 
 
It is now back to the office again where a couple of colleagues from engineering have 
popped down to have a look at the SCER4 full scale mocked up ATM kappa board 
model5 (see Fig. 3.11). This SCER for a bank is a very short project, with a really tight 
deadline. The engineers are keen to see the model and anticipate any issues there 
might be when building the working prototype. An Accessibility and Usability 
Specialist from the Cx team also informally joins the conversation to flag up a potential 
problem with wheelchair access for the prototype. The chat with the engineers lasts 
just over 20 minutes and finishes with a plan to tweak a few fine details and confirm 
these changes via e-mail. 
	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  	  
4 Special Customer Engineering Request 
5 A kappa board model is a physical 3D model made out of a material called kappa board. 
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Fig. 3.12: Group conference call with the team in Atlanta. 
 
The Dundee Cx team industrial designers gather in the corner suite of the office for the 
weekly conference call with their Atlanta counterparts (see Fig. 3.12). The Cx team 
manager dials in the conference call and asks who is on the other end of the line. The 
team state their names and the call is up and running. The team manager provides a 
summary of the agenda for the meeting this week and indicates where everyone 
should be at with their design activity according to the project plan. Each team member 
then gives a ten-minute informal presentation, supported by slides showing their 
concept development work on current projects. There is frequently an opportunity for 
the group to discuss each other's work and provide input on various design decisions. 
The meeting lasts for just over an hour although some members have to leave before 
the end as they have other appointments to keep. 
49 
 
Fig. 3.13: Making kappa board model to prove deposit solution. 
 
The day ends with a return to the cash deposit drawer concept from the morning's 
activity. The concept that was generated on the computer is printed out so the designer 
can create a kappa board version of it and see if it works in the intended way. The 
designer goes to a making area downstairs from the office where he starts slicing 
through kappa board and begins constructing a model fitting the profile that was 
created onscreen (see Fig. 3.13). This involves fitting various pieces of kappa board 
together to create some form along with using the mocked-up graphics to show what 
each piece is. The model is not quite completed but work is finished for the day. The 
designer heads home for the night, chatting to some other colleagues on the way out 
who have also been working late. 
 
3.2.5 Challenge: Flexible Development Process 
 
3.2.5.1 Design resource 
The Cx team acts as a central design resource across all of the company LOBs. They 
have a unique perspective compared to other development groups, as their work is 
required by many different solution managers. The team is a cross-functional group so, 
although they mainly provide design input for physical hardware (industrial design), 
they also create software interfaces (interaction design) and help guide the usability 
and accessibility aspects of a product or system. 
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 Working across all of the company LOBs sometimes gives the team an 
opportunity to cross-fertilise designs that may have been created for one LOB into 
another. An example of this was observed where the work required for a digital 
download kiosk was being adapted from an original design for a financial kiosk. 
 It can sometimes be challenging trying to fit with the different ways 
development teams work across the organisation. Each development team may utilise 
a different requirements process so it can be difficult when the Cx team are brought 
into a project late on and they have to be brought up to speed with how the project has 
progressed so far. 
 
3.2.5.2 Short timescales 
The timescales for contributing design services can vary greatly from project to project 
although they are often very compressed. This means that deadlines are commonly 
very tight and little time is set aside to make further iterations of a design. The 
development process is very fluid so involvement can shift from project to project 
according to which other departments the group is working with. The flexible 
development process also has potential problems: 
 
Front-loading user research. When the team are brought into a project from the 
beginning, very little time is set aside to do any research. One team member said that 
even if there was enough time to do research at the beginning of a project, there is no 
real incentive to do it off his or her own backs. The view of this team member was that 
in an ideal world, there would be a week scheduled into the beginning of projects to 
allow some deeper user research to take place. This would involve going to talk to 
people to find out about their actual needs and then analysing the gathered material to 
create actionable insights. The concept stage is often missing from the work the Cx 
team do so the design process is driven by what customers have asked for and what 
other competitors are currently doing.  
 
Minimal iterations. The team are often ‘fire fighting' so working in a very reactive way 
by being brought into projects quite late on with very tight time scales. For example, 
solution managers might only allow 3 days for a piece of work that would actually take 
3 weeks to complete properly. The essential design work can be done in this time but 
there is no opportunity to create any meaningful dialogue for improving the design. 
There is no time left for creating different iterations of a design prototype based on any 
evaluations so the work just has to be completed and delivered. 
 
Late involvement. The team can be brought into a project at any stage of the 
development process so they commonly have to retrofit design work onto a prototype 
that has already been developed. As mentioned above, front-loading is key to Cx 
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providing any meaningful input, which means being involved in the requirements 
gathering process as early as possible. For example, where a piece of software is being 
developed, involvement at the wireframe stage will mean that the steps a user would 
follow as they progress through a system can be properly thought through in advance 
before any code is written. 
 
3.2.5.3 Ill-defined process 
There is formal documentation of the Cx design process but it does not match how the 
team currently work so it is not followed. As the team are often working with different 
teams of people across varying timeframes, every project requires a different approach. 
This means that a one-size-fits-all approach to documenting their design process is not 
optimal. Some team members felt that this lack of documentation was a good thing, as 
continually trying to follow a process would stifle innovation. 
 There is high-level documentation related to the universal design principles 
that must be adhered to requiring sign-offs during the product development process. 
These include stage gates where the Usability and Accessibility Specialists have to sign 
off on a project to certify that it meets the usability and accessibility standards. 
However, this does not always reflect the issues related to day-to-day work practice 
and the communication that occurs between the team and other departments within 
the organisation. A good analogy that emerged from a discussion with a team member 
was with baking “…where everything is thrown in at the wrong time and none of the 
ingredients are measured.” Pitfalls related to having a process document are it being 
used as a reason to slow down the production of work or that it is too theoretical and 
does not reflect the way people actually work. A balance must be struck between little 
or no process document at all and a huge process document that is not applied. 
 A tool called SAMMIE is sometimes used by the Usability and Accessibility 
Specialists to help evaluate designs for potential issues. This uses CAD models to 
simulate how a consumer or service engineer would need to use a product before it 
gets built. This is a cost effective way of evaluating as it identifies any issues before 
going through the expensive stage of building a working prototype. The results from 
using this software feed into the work of the industrial designers within the team so 
the designs can then be quickly revised.  
 At least 3 of the team members said that there is a disconnection between the 
theories of design as it is taught in an educational setting and how it often differs from 
the reality of everyday practice. Any documentation of the team's design process 
should acknowledge this tension so it is not merely trying to impose some external 
theory onto the practice. The documentation of the process will need to be quite 
persuasive so it is used to help communicate the tasks or activities involved in a project 




3.2.5.4 Audit of Techniques and Tools 
Table 3.1 provides an overview of techniques and tools the industrial designers (ID), 
interaction designers (IxD) and usability / accessibility specialists (Ux) regularly use to 
support their work. The techniques column provides a list of the ways of carrying out 
particular design orientated tasks. The discipline column shows the type of team 
members who commonly make use of the techniques. The user focus column considers 
whether understanding the experience of people is the main purpose of the technique 
(indicated as ‘yes') or if it is only a smaller part of the technique (indicated as ‘no'). 
 
Techniques	  (Tools)	   Discipline	   User	  Focus	  
Evaluating	  Ergonomics	  (SAMMIE	  -­‐	  System	  for	  Aiding	  Man	  
Machine	  Interaction	  Evaluation)	  
ID,	  Ux,	   Yes	  
Expert	  Evaluations	  (Cognitive	  Walkthroughs,	  Structural	  
Walkthroughs)	  
Ux	   Yes	  
2D	  Drawing	  (Corel	  Draw,	  Photoshop,	  Illustrator	  etc.)	   ID,	  IxD	   No	  
3D	  Drawing	  (Rhino,	  3D	  Studio	  Max,	  Pro	  Engineer)	   ID	   No	  
Sketching	   ID,	  IxD	   No	  
Mood	  Boards	   ID	   No	  
Model-­‐making	  (Paper,	  Kappa	  Board)	   ID	   No	  
Wireframing	  (Axure)	   IxD,	  Ux	   Yes	  
Producing	  Scenarios	  (Customer	  Journeys)	   ID,	  IxD,	  Ux	   Yes	  
Producing	  Presentations	  (Power	  Point,	  Adobe	  Acrobat)	   ID,	  IxD,	  Ux	   Sometimes	  
Usability	  Testing	   Ux	   Yes	  
Defect	  Tracking	  System	  (MKS)	   Ux,	  ID	   Yes 
 
Table 3.1: Audit of techniques and tools. 
 
3.2.6 Challenge: Fragmented Team 
 
3.2.6.1 Location 
The members of the team are situated in multiple locations (Dundee, Dublin, Atlanta) 
which makes it a challenge to keep everyone communicating with each other about the 
work that they are currently undertaking. 
 All of the team members sit in the same office space at the Dundee branch of 
the Cx team (as well as in Atlanta and Dublin). The design team based in Dundee were 
observed competing with the design team members in Atlanta over the financial 
kiosks. The design of the ATM was traditionally seen as a Dundee based operation but 
53 
the team in Atlanta were also working on this line of business so it created some 
competition between the two. 
 
3.2.6.2 Many individual projects 
Each member of the team is working on a variety of different projects at the same time 
and very few of these projects will require all of the team members to work together. 
The team director requires each member to supply a bi-monthly project audit that will 
give a table summarising all of the ongoing projects and what their status is. 
 An interesting example of an alternative approach to collaboration was where 
an interaction designer had been paired up with a developer. This meant they could 
work together closely on exploring the interface possibilities offered by the latest 
Microsoft Windows operating system. Although the amount of work involved in 
bigger projects would require a much larger team, this kind of pairing seems like a 
great approach to help create rapid iterations of exploratory prototypes. 
 The team require a shared design process document to help communicate 
internally within the team and externally across the organisation (solutions managers, 
developers, engineers etc.) This could facilitate communication to occur between 
different stakeholders on a project so it is clear when and where input is required.  
 
3.2.6.3 Attributing ideas 
 
 
Fig. 3.14: R&D award plaques displayed in the corridor outside the office. 
 
Individual ideas are not frequently shared within the team, as ownership of ideas has 
been an issue in the past. This is likely to occur when one team member tries to take 
credit for a project that multiple people within a team have worked on. The R&D 
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awards (see Fig. 3.14) that take place across the organisation each year helps to ferment 
this kind of divisive internal team rivalry. To help avoid confusion, when any 
brainstorming or idea pooling activity does occur, all sketches are signature dated. This 
is good practice for NCR to maintain copyright, as all representations need to be 
identifiable by name and date. A closed off environment for sharing ideas such as this 
does not seem to create a very fertile atmosphere for innovative design practice to take 
place. 
 
3.2.7 Challenge: Unclear Design Voice 
 
3.2.7.1 Branding 
The brand identity of NCR at the time the research was conducted seemed to be a little 
confused, as the company have traditionally worked as a business-to-business model. 
Brand recognition is not something that has ever been particularly successful when 
communicating with the end-consumers. One of the designers suggested that a good 
place to position the NCR brand would be as a sign of quality. This would work as 
something along the lines of “Powered by NCR”. This might be just a responsibility of 
the marketing department but it does have an effect on how the designers perceive the 
identity of the brand.  
 
3.2.7.2 Consistency 
From both a design and user experience point of view, there is not enough consistency 
regarding how other parts of the organisation approach design as the involvement of 
the Cx team varies so much from project to project. A stronger voice is required that 
keeps the focus on the consumer experience instead of getting watered down based on 
engineering and cost limitations. In order to create consistency across all of the LOBs, 
the designers should lead the end-to-end development process in the organisation but 
this currently does not happen. There are lots of small teams working on things so it is 
difficult to keep everything looking and feeling the same way. 
 The LOBs all might be quite different but the story of engaging with the 
consumer generally remains the same. Also, even though the corporation has many 
different markets internationally, there are some common values that transcend 
geography in relation to self-service. 
 The designer's responsibility is to create the principal concept to show how 
something should work then it is up to the engineers to refine this further and turn it 
into something that can actually be built as a prototype. Engineering constraints can 
quickly change the form of a design so these always need to be kept in mind when 
sketching new concepts by not staying on paper too long and getting them into a CAD 
program to see how they will actually work. 
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 The Cx design strategy is an ongoing team project that aims to create a 
consistent look and feel across all of the company LOBs. There are multiple goals of 
this project including understanding what customers of NCR value and their buy-in 
criteria across different industries and locations. A couple of team members felt that 
the Cx strategy project might be a bit too weighted towards the visual aspects of the 
design without necessarily considering other aspects of the user experience. 
 
3.2.7.3 Recognition 
There is a perception of the team from other departments that the work the Cx team do 
is “just colours and shapes”. This indicates how their work is not properly integrated 
into the product conception phase of work and merely seen as only making things 
looks nice. One team member uses the term “look and feel” to help explain the work 
that Cx do for customers of the company. The look is manifested in the industrial 
design of a product and the feel concerns the interaction design. It is the intersection of 
these two that helps to create an integrated approach to the design of the experience. 
 One of the designers said the team really needs an educational tool that can be 
used to help communicate with other parts of the organisation about the value of 
design. This would help to counter the perception that design is merely cosmetic and 
simply another box that needs to be ticked instead of something that should influence 
every part of the product development process. 
 
3.2.7.4 Requirements Gathering 
Meeting with the customers directly is really important for the designers if they are to 
elicit the right sort of requirements. This allows the designers to gain a better 
understanding of what is required by the customer so they can create a bespoke 
solution. If the customer has only had contact with the sales department, they might 
only be given an off-the-shelf solution instead of a product that is tailored to their and 
the end consumers specific needs. 
 
Influence. A Usability and Accessibility team member said they found it easier to 
influence the financial LOB as they are also based in Dundee. When it comes to trying 
to get design changes implemented across greater distances, the process in place to 
support this seems to create an uncomfortable level of dissatisfaction.  
 
Prioritising. User experience requirements slip down the priority list. One team 
member discussed a project where they had to say a user experience requirement had 
been requested by the customer or was an accessibility standard in order to get it 
included. 
 In regard to user experience, the priority that developers will give to 
requirements are first based around what the customer has requested, then around 
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accessibility standards and finally best practice for user experience design. When the 
requirements are based around an understanding of the user experience from an 
observational perspective, the developers would tend to class these requirements as a 
‘like to have' instead of giving them any real priority in the development process. One 
Usability and Accessibility team member sees accessibility as a “big stick to beat 
developers with” as these are legal requirements in many regions so the developers 
have to comply with these. Even though the accessibility standards always stay the 
same within each territory that NCR operates in, the Usability and Accessibility 
Specialists still have to constantly remind developers as they have difficulty working to 
them. 
 
3.2.8 Challenge: Factors at Work in the Organisation 
A visualisation of the factors at work in the organisation (see Fig. 3.15) shows there are 
multiple stakeholders who are influential during any development. The diagram is a 
rather simplified view of the factors at work as there are always unique subtleties to 
any development. However, it illustrates the different relationships between the 
departments and shows there are a number of steps between the industrial designer 
and the end-consumer. The designers need to deftly negotiate multiple lines of 
communication between engineering, management and marketing. Much of the 
requested work from the customer comes through either the Sales team or the LOB 
Solution Managers. As the corporation is a business-to-business organisation, it is rare 
anyone in the company has an opportunity to engage directly with actual consumers in 
any formal way. There is still a prevailing attitude from the designers (for example, see 
section 3.4.1.4) that all stakeholders are consumers anyway so there is not necessarily 
any need for such research about consumers. 
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3.2.9 Conclusions from Contextual Inquiry 
The contextual inquiry was useful for identifying some of the challenges that would be 
encountered when trying to introduce a consumer experience research method into the 
organisation. 
 
3.2.9.1 Mapping Design Process 
There is a formal document that describes the Cx design process but it is not followed, 
as it does not reflect the daily activity of the team. The Cx team may benefit from 
having a map that visualises their actual design process. The map should not be too 
prescriptive as an exact method to follow but it could allow them to orientate team 
members to where they are on each project.  
 Instead of trying to create a map of their process for them and expect it to be 
adopted, it would make sense for the team members to create their own process map. 
Through doing this, it might encourage the team to open up further about their 
experiences of working together and access latent knowledge they might not be able to 
express otherwise. This map could be used when working with other departments to 
help communicate which parts of the process will be followed for example, if the time 
scales are short then the process map could be adjusted accordingly. See section 3.5 for 
a summary of the workshop where such a map was generated.  
 
3.2.9.2 Exploiting Existing Resources 
The Cx team has little or no time for ethnographic approaches to user research in their 
current practice that involve actual people instead of just expert opinion. They need a 
way to do such research activity very rapidly using people throughout the 
organisation. This could be achieved by using non-specialist fieldworkers from across 
the organisation that regularly comes into contact with customers and consumers. The 
material they gather could be centralised within Cx and used as a resource to help 
inform the design of future products and experiences. 
 With a small amount of training and the correct support materials, fieldwork is 
an activity that could be carried out by service engineers, sales teams and any other 
departments that work closely with customers or come into contact with consumers. 
This does not replace the role of the ethnographer, as it is an activity that has to be led 
by someone trained in this area. It is their role to develop the resources to support 
gathering the fieldwork material in the first place. Following this activity, the 
ethnographer must lead the team as they digest and understand this material so that it 
can be turned into a set of insights that can be useful for the design process.  
 A proposal for a study involving employees from within the corporation to 
make observations was developed (see Appendix 1.2) but ultimately did not go 
forward at NCR. The proposal was going to focus on the Travel line of business and 
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provide lightweight training for employees who are frequent business travellers to 
make observation whilst in airports. It did not go ahead due to difficulties negotiating 
resources, communicating across multiple lines of business and gaining adequate 
internal support for such an experimental approach. However, a similar study was 
conducted using employees in an alternative large organisation. See chapter 6 for a 
discussion of the deployment of this method. 
 
3.2.9.3 Sharing effectively within the team 
Enabling team members to more easily share their ideas and new concepts in a fair 
way could assist the team to work together more effectively. This would allow the 
pooling of ideas by different team members so they can collaborate with each other in 
new and unexpected ways (Johnson 2010). 
 By asking each team member to present their process and set their ideas down 
on the table, the design strategy project seemed to have the correct approach for doing 
this. It could be interesting to explore how the day-to-day design activity of each team 
member could be made more open and transparent. 
 The current opaqueness of daily design work may well be just a limitation of 
the desktop computer interfaces currently being used. The tools for creating new work 
are often only suited for single users at any one time instead of multiple collaborators. 
A hybrid digital/physical paper space (Pang 2011) that shows concepts evolving as 
work incrementally progresses could be one way to help move the team's daily design 
dialog forward. 
 
3.2.9.4 Added value to team output 
The costs and elapsed time involved with front-loading in-depth user research at the 
outset of the development process could make it seem like an unappealing path to 
follow.  Through investing in this, Cx could become a central resource and the go to 
point for an understanding of the consumer across the whole of the organisation.  The 
benefits delivered in terms of quality of the end product, value for the customer and 
greater traction for the design work of Cx team within the company could help to 
counteract out the initial cost outlay.  
 
3.2.10 Summary and Next Steps  
The contextual inquiry provided a snapshot of the variety of different perspectives 
held by the Cx team members as they discuss their working practice. The three sections 
identified (Flexible Development Process, Fragmented Team, Unclear Design Voice) 
brought forth a number of issues related to how the team work together. The insights 
gathered during this process highlighted how a method to support the human-centred 
development process could be deployed. Alongside this, it showed potential ways to 
facilitate sharing internally amongst team members and to communicate the benefits of 
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better integrating human-centred design into the product development process. As 
time and resources available to the team were already well stretched, any approaches 
needed to be lean and provide support to the existing activity instead of creating 
additional work for a busy team. 
 A feedback session with Cx team members was held to discuss the findings 
from the contextual inquiry and identify any issues that may have been missed or 
misunderstood. The team members felt the issues identified so far were only one part 
of the story and, in order to get a fuller picture of the team's work, it would be 
beneficial to talk to other departments across the organisation that they regularly work 
with.  
 
3.3 External Views of Cx Team 
The interviews were used to develop an understanding of how other internal 
departments viewed the Cx design team, how they collaborated and any challenges 
faced when working with them. The interviews were conducted in person at the 
Discovery Centre in Dundee and lasted for approximately half an hour each. The 
interview participants were selected to gain a broad set of perspectives from different 
types of department. These were a solution manager, marketing communications 
manager, two engineering team leaders and a software development manager. A set of 
questions was prepared beforehand (see Appendix 1.1) and all of the interviews were 
transcribed afterwards. 
 The following sections contain summaries of each interview followed by a set of 
conclusions related to understanding how Cx fits into the organisation and supporting 
the further development of the method. 
 
3.3.1 Solutions Management Director 
A solutions manager is responsible for driving the different aspects of a development 
from negotiating the concept stage through to delivery of the final prototype. They 
communicate with the business customer in order to understand their requirements 
and closely monitor projects so they are delivered on time and within budget. 
 
3.3.1.1 Background 
AA originally started with NCR as an electrical engineer. He has had numerous roles 
in the organisation including continuous improvement where he carried out a lot of 
field consulting with customers to improve how ATMs work. He has also had roles 
within product management dealing specifically with ATM transactions and managing 
the dialogue between customers and engineering. He is now a solutions management 
director with a number of other device and solutions mangers reporting to him who 
are responsible for the deposit functionality of ATMs. 
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 His experience of working with the Cx team has been on both a functional and 
experiential level. So functionally, understanding the issues around optimising the 
ATM devices for consumer transactions and experientially, putting together all of the 
elements to form a cohesive consumer experience. 
 
3.3.1.2 Attitude to User Experience Design Approaches 
AA engages in field studies, which involves talking directly with customers and 
decision makers to find out what is important for them. This may include watching 
people actually use systems but not in any formalised way. AA concedes that despite 
the amount of discussion around consumer's use of technology and banking, very little 
formal observational activity is carried out within the organisation. He gave the 
example of never having deposited cash or cheques via an ATM himself although he 
has watched many other people doing it. He relies on Cx to provide formal quantified 
studies that show what they are doing is correct. Interestingly, he felt that decisions 
based on intuition are often more reliable than the results of formal studies once the 
ATM is placed in the field. 
 User-based approaches to product development are seen as being essential but 
really difficult. 
 
“The environment in its minutiae is critical and simulating it is next to 
impossible.” 
 
This refers to making lab-based studies instead of evaluating prototypes in the setting 
where they will be used. He gave a recent example of a usability study concerning 
mobile banking that was seeking to recruit participants from within the Discovery 
Centre. He suggested that people working at NCR are the worst type of users to test 
with because they are not at all representative of the wider population (ethnicity, 
income etc). When these solutions are deployed in the field, they have no way of 
validating how a range of cultures will adopt them. He gave an example of cash 
deposit in Singapore where the company is currently 
 
”…falling flat on our face right now…” 
 
due to not understanding a discrete difference in the way that cash is handled there. 
Singaporeans use polymer currency and keep their money in a metal clip, which makes 
it difficult to deposit with the existing ATM deposit design. Even if this had been 
simulated with a representative user group in a lab setting in Dundee, this subtle 
difference may still have not been detected. Thus, the importance of going out into the 
field and observing real people in real situations cannot be overemphasised. 
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 Validating with users is much more effective earlier on in the design cycle. 
However, making prototypes that can be actually assessed in the field rather than in 
the lab is very costly. Once the prototype has been constructed, a lot of investment has 
already gone in to the manufacturing. 
 
“Late enough stage that you've got a representative product but early enough 
that you can still make change to it - narrow to non-existent window of 
opportunity.” 
 
AA does not think there are any clear ways to shortcut this process other than by 
investing more resources into it. 
 
3.3.1.3 Collaboration with Cx Team 
The value of the experience provided by everyone in the Discovery Centre, including 
the Cx team, is they have seen every mistake happen before. A scientific experiment 
can be extremely robustly designed but if it is not built on the basis of prior experience, 
then knowing what to look for can be difficult. The value brought to it is both in the 
approach of what they are doing and having the responsibility of making it usable. 
Others in the organisation may be hitting their individual schedule or cost targets but it 
is the formal role of Cx to ensure the design is aesthetically and functionally up to 
standard. AA used the example of Ux Person A. 
 
“He's on the project team, he's there, he's got some experimental backup behind 
him when they say, “Why is it not usable?” He knows it's not usable, they 
probably do too, but he's about to challenge their schedule or their cost and add 
to it. He's got courage in his convictions and experience and respect within the 
organisation but he's also got an experimental base to fall back on…” 
 
This means that Ux Person A can specifically design an experiment to prove a point as 
correct which can mean that others on the development team have their results metrics 
challenged due to a usability issue. This emphasises the domain experience that Cx 
(and any other team) brings to the organisation by having seen mistakes being made 
before and not allowing it to happen again. A big piece of the value that Cx brings is 
that they can build on the lessons from previous designs when making the next 
iteration. Outstanding results can be achieved when the design does not deviate 
greatly from a previous version but it is instead finely tuned. 
 There were not any specific projects that AA was personally driving at the time 
although he discussed a significant development that one of his teams were working 
on that was building on something they had done previously. Although this will be 
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similar to what has gone before, it will utilise the Cx team to see if they have any ideas 
for doing things differently and for continuity, will also try to involve Ux Person A. 
 
3.3.1.4 Challenges Related to Cx Design 
The biggest challenge concerned with collaborating with Cx is remembering to get 
them involved early enough.  
 
“You always remember to get them involved but projects have a habit of 
moving from way too early to almost too late really quickly.” 
 
Ideally, this takes first place at the pre-concept stage with a customer problem and 
some pre-existing technology that will help to solve this. The challenge when making 
an ATM is fitting so many devices into one box and someone from the Cx team is 
usually central to solving this problem. Communication around a project usually starts 
off at an informal level with an interchange of constraints. If there was anything more 
that he would like out of Cx, AA said, 
 
“It's to have definitive answers for questions to which there are no definitive 
answers…In that way, they're no different from any other part of the 
development organisation. We're all trying to bump along and solve broader 
problems and some of them, you take into your space and resolve.” 
 
His role as a product manger requires interaction with customers so if they are not 
happy with the design, he will be told about it. In this way, he has shared objectives 
with the Cx team to ensure customer satisfaction. 
 AA spoke about the persuasiveness of photo-realistic renderings when 
convincing management that a product is ready to sell. He cited ID Person A as being 
the designer who can produce one of these renderings in a single day whereas it takes 
the packaging engineers 18 months to turn it into a product. They work together so 
well because they are co-located in the same building so there is a shared respect for 
each other's skills. 
 
“They've got a very productive working relationship but if we weren't in the 
same building and ID Person A was drawing drawings in Atlanta and these 
guys were having to execute them here, I'm sure they'd think he was an idiot.” 
 
The design can often end up being a compromise in comparison to the original 
concepts but because both design and engineering teams are on site, the nitty-gritty 
detail can be worked out to a satisfactory level. 
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3.3.2 External Marketing Communications Manager 
 
3.3.2.1 Background 
BB has worked at NCR for 12 years, always in marketing roles but focussed solely on 
the financial LOB until recently. In the last year and a half, he has been responsible for 
all external marketing communications teams in the entire corporation. 
 
3.3.2.2 Attitude to User Experience Design Approaches 
BB is enthusiastic about user-centred approaches to design as the ideal strategy. When 
consumers are not considered, any adoption 
 
“…will be by necessity and need rather than by desire.” 
 
He believes user involvement at the outset and throughout the development process is 
crucial, but methods for doing this heavily depend on what is being designed.  
 BB hesitated to comment on user involvement in the product development 
process although he speculated that NCR does not do enough regular or systematic 
engagement with consumers. He thinks it is a challenge in terms of scale as it is such a 
large global business with a huge diversity of consumers. 
 
3.3.2.3 Collaboration with Cx Team 
The marketing function ties in with Cx through taking the value the team provides and 
weaving this into the marketing material. BB argued that engagement of the Cx team is 
what can differentiate NCR from competitors. The team sometimes write white papers 
or presentations which marketing will package up for sales teams to use as a tool for 
selling with customers. This makes the most of the existing knowledge that has 
informed the design during product development. 
 Recent work involving the Cx team was showing the customer advisory board 
the new Financial kiosk design. Extremely positive feedback was given on the ‘look 
and feel' to the extent they asked why the mainstream ATMs do not look as good as 
the kiosks. Feedback will go in through the product management group and ultimately 
flow through to the Cx team when it comes to the refresh of the ATMs. 
 Communication occurs quite informally between the marketing teams and Cx 
group i.e. meetings. There was a brief discussion on the subtle differences between 
market research and design research. The strength of design research is that it can be 
used to help identify outliers or idiosyncrasies to help inspire design ideas. BB argued 
that as the corporation is in the business of providing public access devices, they have 
to be usable by the majority of the population. In his view, the outliers are not 
necessarily influential on the design process other than making sure that their needs 
are also accommodated for. 
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3.3.2.4 Challenges Related to Cx Design 
Customers now expect a level of design they did not 6 years ago. This requires a 
departure from the “communist grey square box” as a direction that banks would like 
to go in but without impacting on the cost of the device.  Consumers are now much 
more exposed to design because of 
 
“…the inevitable Apple effect.” 
 
They expect technology to have the same standard of interface as on smart phones. BB 
quoted executive vice-president John Bruno who has discussed “The consumerisation 
of IT” where consumers are so much more exposed to hi-tech and design in their 
everyday lives. The challenge for the corporation is in balancing how to get the high-
quality design without significantly adding to the cost of the product. In order to do 
this, BB thinks that everybody involved in the product development process needs to 
be focussed on the same cost target. 
 Challenges and improvements related to the Cx team are  
 
“Resource, constraints, bandwidth. More money, more people.” 
 
This would help support the strategy of differentiating around design quality, let alone 
systematically integrating consumer input into the design process. A test for this might 
be to take a single product and try it out in 5 different countries. He commented that it 
is difficult to reconcile the current corporate strategy of standardisation with the 
potential of Cx design taking into account consumer input from so many different 
markets. 
 
3.3.3 Special Customer Engineering Request (SCER) Leader 
 
3.3.3.1 Background 
CC started with NCR in 1978 at manufacturing as a test support engineer. He then 
moved up through the ranks by working in various software programming roles. From 
here he moved into project management and then people management until he arrived 
at his current business focussed role with the SCER team. This team has to run as a 
standalone business within NCR so it receives no funds and has to be profitable to 
sustain itself. Until very recently, the team has had a completely outward focus within 
the company.  
 
“You have to market yourself in a way that other engineering teams don't have 
to market themselves.” 
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This entails working on behalf of the sales teams when they are tying in business with 
specific customers. Any solutions are bespoke generated for customer's particular 
needs and are not meant to be global solutions that scale-up to the rest of the company. 
Scaling-up has happened in the past, but it is not the main purpose of the team. 
 
3.3.3.2 Attitude to User Experience Design Approaches 
Usability studies are the most common form of consumer research that the SCER team 
will encounter. When a customer requests a SCER, it can be quite a basic or vague 
request regarding their requirements. The team has its own top-level design engineer 
who will be the first person to generate some concepts. From there, the team may go 
ahead and execute some usability studies if necessary or approach someone (Ux Person 
A for example) to do this. These studies will happen if a customer has specifically 
asked for it or if the team think it is necessary when the user interface is different from 
what has gone before. 
 
3.3.3.3 Collaboration with Cx Team 
The SCER design engineer frequently works with the Cx team. He used to work 
alongside ID Person A and ID Person B so there is a familiarity with working practices 
between these team members. There is a current project involving a major US bank 
based around integrating a self-service unit into an existing branch teller environment 
with some parts of the ATM hidden beneath the counter. The user interface contains a 
touch screen display so the Cx team have been designing different appearances for this 
and experimenting with the way the interface sits relative to the counter. There were 
usability models sitting in the Cx team office reflecting the latest concepts. The 
customer was initially going to be given a static model but this evolved into a working 
model, so the customer can see how the transaction will actually flow within the 
environment. The Cx team have defined the appearance of the model and now the 
design engineer is turning this into something that can actually be manufactured in 
volume. 
 
3.3.3.4 Challenges Related to Cx Design 
The deadlines for the major US bank project are very tight so, working back from their 
set end-date, there were a lot of tasks to complete. This will take 8 weeks to put it all 
together from the point where the deliverables were agreed and involves finalising the 
appearance, taking this into design drawings to make the plastic and metal parts, 
procuring all the materials, getting the software system running then preparing for 
shipment and installation. CC speculated they would be a week over schedule with 
carrying out all of these tasks. The design may have to be compromised if there are 
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problems with making the appearance model when it comes to the engineering phase 
so it can be physically constructed. 
 
3.3.4 Engineering Team Lead 
 
3.3.4.1 Background 
DD's background was in electronics originally. He has worked at NCR for about 20 
years in various positions (engineering, services, marketing) but has worked in his 
current role as director of engineering within the financial LOB for about 5 years. 
 
3.3.4.2 Attitude to User Experience Design Approaches 
His view of user-based approaches to product development is it's a “necessary evil” 
that favours disabled people over able-bodied. He believes that the Cx group are 
biased towards accessibility and able-bodied people are disadvantaged when disabled 
people are being accommodated. He also questioned the difference between legislation 
vs guidelines in some countries and finds the Cx group have difficulty defining what is 
legal and where. 
 The responsibilities of people working within his department are 
 
“To design and release a product that can be manufactured, serviced and meets 
the product cost so that the business makes profit.” 
 
They are continually driven by cost-reduction from a manufacturing point of view of 
and also price erosion where customers want to pay a cheaper price year-on-year. 
 Considering the end consumer is not something that the engineers focus on. They 
are more focussed on what the customer wants. They leave it up to other people to 
advise them on such as,  
 
“the Ux Person As of the world.” 
 
3.3.4.3 Collaboration with Cx Team 
He jokingly calls the Cx team the “shapes and colours boys” and thinks they need to 
get better at styling things so they look expensive but are still cheap to manufacture. 
The collaboration between the two teams takes place where there is a dialog back and 
forth around the design concepts. The Cx design team may provide concepts that look 
good but cannot be made whereas engineering will have something that looks terrible 
but can be made. Eventually, an amalgamation of these two extremes will be reached 
and the engineers will finish off the agreed design. The interaction with the team is 
predominantly at the front end of the development during the design with the team 
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getting involved throughout for reviews at various stages regarding any usability 
issues. 
 There are always many projects ongoing that involve the Cx team. The most 
significant current one is the major US bank teller terminal. Again, there were issues 
with this regarding accessibility for wheelchair users. 
 Communication used to be a lot easier as designers would work in the same 
space as the engineers so they would hear everything that is going on as a 
development progressed. This meant that the designer knew how and when they 
needed to be involved whereas it is now up to the engineers to seek out involvement of 
the Cx team as they are based in a separate working environment.  
 
3.3.4.4 Challenges Related to Cx Design  
The challenges of working with the team are based around being seen as a bit remote 
as they are not co-located in the same space. DD suggested that a solution to this 
would be to have 2 separate divisions. 
 
“Those that support the day-to-day business and those that want to go off and 
look at future stuff.” 
 
The collaboration would be improved if the Cx team were seen more as part of the 
cross-functional team rather than a separate entity that dips in and out all the time.  
 
3.3.5 Advance Software Development Manager 
 
3.3.5.1 Background 
EE has been working at NCR for 20 years in a variety of software development roles. 
Although EE was recently made head of Advance Software Development, he mainly 
discussed the work he participated on with the architecture group and specifically the 
Vision project. User interface design is a relatively new area for the design team as they 
have only been working in this space for the last 5 years in comparison to much longer 
experience with industrial design. 
 The architecture team is responsible for decomposing requirements so that major 
pieces of software called components can be produced. The purpose of this is to  
 
“maximise the opportunity to reuse them across different products and 
different industries.” 
 
3.3.5.2 Attitude to User Experience 
The value of going through wireframes and mock-up activities is recognised but this is 
just perceived as taking too long when working to a very tight timeframe. 
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“The project's about to start, you've got developers keyed up to actually go off 
and develop it.”  
 
Time constraints imposed on the developers by the schedule has an impact on the 
resulting user experience so any activities related to understanding the problem are 
sidetracked. 
 There is a perception expressed by developers that there is no template-based 
approach to designing the user experience. For example, the recommendations 
provided by one of the Ux specialists within the Cx team might be completely different 
to another's. There is also a need for the material produced by the Ux specialists to be 
finished to a greater level of detail so that the developers know exactly what needs to 
be produced. 
 
“So if something's rushed through without polish to illustrate the functionality 
as against the actual end look, the developers can't take that into 
consideration.” 
 
The developers will take any specification document quite literally so they always aim 
to produce exactly what has been specified. If this document is lacking any detail, they 
will usually take the wrong option so this will show in the delivered system. 
 The developers do not make use of personas when writing their code so it is 
something that is left to the Cx team to establish and turn into a single view 
represented as requirements. Solutions management directs the functionality required 
and how it is presented comes from the Cx team. Any conversations about the 
personas taking place between solutions management and the Cx team are abstracted 
away from the developers. 
 When dealing with a legacy system, any user operates the system based on how 
they understood it had to be done previously. 
 
“…there's always grandiose ideas about optimising the user interface to meet 
the tasks but I wouldn't say it's ever particularly paid off.” 
 
The software distribution work that Ux Person A had worked on previously did not 
engage an actual person who had to perform the task. 
 
3.3.5.3 Collaboration with Cx Team 
Recent work with the Cx team had been on the administration interface for the Vision 
project but he has also previously worked with them on the ATM user interface. There 
are not as many challenges with the ATM user interface as this has been standardised 
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and remained the same for over 10 years so the Cx team have not really been engaged 
in this. Customers are very prescriptive about what they want and the software 
development team do their best to match that expectation. 
 However, the Vision project is more interesting as this is a Greenfield 
development, which means it has been built from scratch and there is an expectation 
that unanticipated problems will be encountered. The Vision project involves building 
back-end administration interfaces for maintaining ATMs and involved working with 
an external service design consultancy to this more usable for business. The translation 
process from the agency's concept was difficult. 
 Ux Person B from Cx team provided recommendations to improve the interface 
but, as it was already developed, this was very difficult to rework. 
 
“Cx was engaged too late essentially.”  
 
Cx are frequently involved to stylise information, which works OK. 
 
“It's never been fantastic because the team's never been very familiar with the 
technology and tools that we've had.”  
 
This means that a lot of the designs have to be redone to take their work and reapply it 
to the real development.  
 The design of the Vision system was constrained beyond the dashboard interface 
as it was translating a legacy system, which meant the usability was compromised.  
The problems that were in the previous system are still present in the new version. 
 
“We didn't take a step back and say “How would we approach this 
differently?”” 
 
There are some Cx design elements included in the program but it's still basically the 
same system with the same problems. 
 
3.3.5.4 Challenges Related to Cx Design 
A big challenge is faced when engineers request a user interface to be designed by Cx 
that is not task-orientated. Cx are not given the opportunity to fully understand the 
problem, they are just being asked to stylise an already developed system. The most 
recent example of this was a taxonomy editor that had been built by developers and it 
was designed in a way suitable for code reuse but it was not targeted for any particular 
user group. This is currently a frequent problem where developers are requesting 
interfaces for the tasks that have already been specified. This often means the software 
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infrastructure has already been developed but is being driven from an engineering / 
component reuse perspective instead of a user-centred solution. 
 Software reuse is encouraged but when this is related to the user interface, it 
commonly results in an unsatisfactory user experience. 
 
“It tends to offer you a solution which is very generalised; it doesn't support the 
task, doesn't really support what the user needs to do, you can ultimately do 
what you need to do as long as you invest the time and effort in learning this 
weird route … There is a lot of user interfaces like that in NCR … We're very 
good when it comes to the consumer user interface - really because it's very 
simple, really because it's very predictable and we've established patterns to do 
that. We're horrendous when it comes to these admin user interfaces because 
often the tasks are quite complicated and we haven't really found a repeatable 
way of applying a process to that which gives us the software reuse element but 
also meets the needs of somebody actually trying to do the task.” 
 
 EE thinks involvement of Cx needs to come sooner as well as being much shorter, 
more powerful and recognised. There are not the same process stage gates for Cx as 
there are with other departments such as architecture. 
 
“…it's like advice which comes along which you could take advantage of or 
not.” 
 
This means there is nothing forcing the involvement of Cx from a process point of 
view. Communication with Cx often happens verbally at the beginning then flowing 
through two channels. These are via either a solutions management requirements 
document or sometimes it is already prescribed from an engineering perspective and 
they just want somebody to check box it. This was fine when dealing with the ATM 
interface but when the problem is much more complicated, the level of depth that is 
attained is not sufficient. Wireframes are passed onto the developers who are then 
tasked with writing the code. There might be some further communication between Cx 
and the development leaders to further clarify details but once it has been passed on to 
the developers who are actually building the software, they just have to build what is 
specified in the requirements. 
 When asked about improving collaboration further, EE mentioned a process 
called PML, which is the programme management phase-gate review post. This covers 
concept, planning and development phases for a programme. The concept phase 
involves exploring the business, technical and Cx related issues but it is commonly 
skipped when it related to a programme that is already up and running. This means 
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that Cx involvement all has to come in a very short planning phase because by the time 
this is completed, a date is set for delivery. 
 
“…you've got a commitment to deliver a software schedule at that point and 
that's contractual so you'll get no opportunity to change that based on any 
radical evolution of the user interface…” 
 
 There are no metrics on the design for the user experience. The programme's 
success is measured on schedule fidelity, cost and planning amongst others. The only 
potential metric is customer satisfaction but this could be related to a variety of 
different things. If it's not measured, it's not seen as important. 
 
3.3.6 Conclusion from Interviews 
The interviews were useful in helping to further understand the relationship between 
the Cx team and the other departments they work with. This has given further 
confirmation of the issues discussed during the contextual inquiry related to the 
flexible development process, fragmented team and unclear design voice. 
 The interviews showed that there is currently very little formal observations of 
consumers using NCR products in a real world environment. The solution manager 
(see section 3.3.1) has made some informal observations in the past and has some 
powerful stories to demonstrate why such activity is necessary. The value the Cx team 
bring is widely recognised although there are frequently tensions with the developers 
and engineers when their input is challenging the development schedule. The 
involvement of the Cx team on projects is not measured in anyway so engaging with 
design is not often seen as a priority. 
 Two additional interviews with the Cx team were conducted to discuss some of 
the issues that were identified during the previous external interviews. 
 
3.4 Interviews with Cx team 
There was an additional interview with the Cx team to discuss some of the issues that 
had emerged from the previous internal interviews with other departments. One of the 
interviews was in person with a Cx industrial designer in Dundee and the other was a 
telephone call with the VP of Design in New York. 
 
3.4.1 Cx Industrial Designer 
3.4.1.1 Collaboration with Engineering 
FF has worked with DD in the past and said that he has very strong ideas about what 
he believes in. As he is head of engineering, he would quite often come along to 
meetings and put forward his strong opinions. He lets the team get on with their work 
but he will intervene if things are not done the way he believes they should be. FF gave 
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a recent example of placing a telephone handset on a virtual teller machine. This 
involved working with Ux Person A to find the “least offensive” option but this then 
got rejected by DD and was put back to the original suggested location. FF said that 
DD is busy looking at things on a completely different level but sometimes he will get 
involved, for example, about a tiny detail that might be affected by manufacturing 
variability. He will listen to the concerns of the design team and take them on board 
but there will have to be a well reasoned argument and well evidenced. 
 
“…he makes you work for what you do in terms of if you say something or you 
want to do something, you've either got to prove it or forget about it which I 
think is quite good.” 
 
 FF knows there is clearly a jokey side where they are seen as “…the shapes and 
colours boys…” but the skills of Cx are recognised in being able to visualise ideas for 
customers. Engineering are limited by what they can communicate through discussion 
whereas Cx have the ability to act as an interface between engineering and the 
customer. There is a tongue and cheek level of “banter” that goes on between design 
and engineering but the skills the design team bring to the table are recognised. The 
problem is that as design is seen as inherently unquantifiable it makes it very difficult 
for engineers to understand how to cost for hours and assign schedules against it. This 
means engineers are 
 
“…not scared of us, that'd be the wrong word but a little sort of apprehensive 
because it's inherently sort of intangible and a bit woolly and a bit vague and a 
bit daunting.” 
 
3.4.1.2 Design as a Strategic Tool 
In terms of internal metrics or measurements related to Cx design involvement, there 
are not any except customer satisfaction, which is a very broad category. FF believes 
that design can be a strategic tool if it is leveraged in the correct manner but the way 
NCR currently sells products does not allow this to happen. It usually comes down to a 
functional specification with feature sets compared against a competitor's offering 
using a spreadsheet. The sales team need to be empowered to articulate the value of 
design as a process with all of the rich sketching and modelling activity the designers 
go through. The company might use this material to differentiate itself in the market 
place but a lot of the evidence of design activity is wasted because it simply never sees 
the light of day. 
 FF used air travel as a comparative example of a commoditised service. 
 
74 
“The people who travel on the planes, don't buy the planes, they don't own the 
planes. It's actually very, very similar to the whole ATM.” 
 
Consumers have no affinity with the service as they simply use it as a means to an end, 
to get from A to B. The airlines try to take the experience and play it up as much as 
possible from the moment you arrive at the airport to the moment you get off the plane 
at your destination. The airlines conceptualise the experience and make the whole 
thing greater than the sum of its parts. 
 The VP of Design in New York has a lot of the sketches the Cx team have made 
on his office walls and people do like to come to look at all of this visual work. 
 
“The company has ideas and spends their time doing this and yet very, very 
few people get to see that…” 
 
 There is no real metric to measure design involvement within the organisation. 
However, as the company is not currently set up to strategically leverage design, it is 
not an appropriate question to ask. 
 
“…you've got to be careful what questions you ask because you might not like 
the answers that you get. That's the problem.” 
 
3.4.1.3 Mapping the Development Process 
A map of the product development process would need to reflect the that many 
projects do not follow the traditional phase of activity taught at university i.e. design 
brief, research, prototype, evaluate. In reality, the team often jump in at the middle of a 
project or very near the end in a token effort to get design involved. Any map that is 
developed has “…got to be contingent based.” by reflecting what really happens on a 
daily basis rather than an idealistic process. 
 FF gets the sense that engineering do not get enough opportunities to interface 
directly with the customer or are even able to understand the rationale for a customer 
request. 
 
“ It's actually the best thing you can do – go out and speak to customers and it 
doesn't happen very often. It happens more so for us. We're just fortunate that 
we're in a position that we can do that and I think that engineering are very 
perhaps sheltered and I think that perhaps, if we were engaged earlier we could 
be more of a conduit for customer engagement. Basically being able to put the 
ideas of the customer across.” 
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This would then give Cx the opportunity to be an advocate for the customer and in 
turn, the consumer. 
 
3.4.1.4 Customer as Consumer 
When talking with a customer, FF tries to engage with them by asking them to see 
through the eyes of a user. The customers will often abstract themselves away from the 
matter by talking about their consumer but they actually use the same services as well. 
 
“They still go to the supermarket, they still get money out of an ATM but they 
sort of remove themselves from that discussion which is slightly odd so it's nice 
if you can put them back into that kind of mindset…” 
 
 The current company organisation means the only way to get things done or 
make changes is if management request it or if a customer complains about an issue 
loud enough so management request it. This means  
 
“…a customer's name or quote or request attached to a requirement carries 
infinitely more weight than anything else.” 
 
The real issue is how the voice of the customer comes in as when it has to go through 
an accounts team, this always puts them a few steps away from Cx design. However, 
making it easier for the customer to voice their opinion entails that something is going 
to be done with this information. So if nothing is actually done, this makes the 
organisation look unresponsive which is an even worse situation to be in than it was to 
begin with. 
 
3.4.2 VP of Design 
GG is aware of and has been a supporter of design ethnography for quite some time. 
Before being a manager, he was an actual designer. 
 
“I think the big question is – how do you make it practical in a culture like 
NCR?” 
 
This is concerned with turning design ethnography into a practice within NCR so that 
is becomes a key part of the company that is done strategically at the outset of a project 
to inform all of the activity that follows. 
 
“How do we elevate our process to the top of the funnel?” 
 
76 
There is a forthcoming shift in the categories that NCR places itself away from being 
solely defined by self-service. He was quite guarded about what this would actually 
entail but said, 
 
“…what you will see is an emphasis on service, in general and the consumer.” 
 
His strategy, ever since joining the company has been that whenever meeting with 
business customers, he talked about the consumer. 
 
“I never talk about our product line, I never talk about our technology. I talk 
about the consumers they serve. We wanted to see if there was an actual 
physical dynamic shift in the customer's attitudes towards NCR if we stop 
talking about, you know, the 22e but talked about how people use the 22e.” 
 
The customers responded in a positive way to this strategy so it has helped GG prove 
his point that there should be a greater focus on the consumer from the outset. 
 In order to do this, the power of design enabled by in-depth research needs to be 
elevated within the company. This has begun to happen through a recent 
reorganisation of the research function so it sits alongside design. Other efforts have 
involved working with a member of the continuous improvement group to coach 
solution managers to engage with design from the outset whenever considering a new 
product or process. This has involved understanding how to change the internal 
culture so that nothing is done before going through design first. 
 The next step is to look at what this offering would actually be for the customer 
either as a separate service or as value added to an existing service. GG gave an 
example of a customer who wanted NCR to think in an innovative way about the first 
twenty feet of their store. 
 
“How best to do this by engaging in some intense design ethnography, which is 
really observing a cultural entity that operates in that 20-feet.” 
 
The issue is turning the theory of doing this type of activity into a practice so 
customers can be offered a set of clearly defined and valued services. 
 The involvement of different disciplines that use knowledge about the consumer 
experience would see it as a conceptual space “to gather.”  Once this has happened, it 
means that separate disciplines can then go and use this information successfully in 
their work. GG has recently worked with 2 environmental designers in the company 
who have said they went and watched people as part of the research but only for 2 
days. This is not sufficient enough to the cover different types of weather or 
environmental conditions where a product might be deployed. 
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 At the opposite end of the spectrum, during a recent meeting, a customer 
discussed they had a company in London do some studies of their customers. When 
the customer was asked what they gained from this activity, they said it was a really 
thick report that had not even been read. In addition to this, the report itself did not 
have any recommendations, follow-throughs or product designs that solved the 
problems that were discovered. 
 
“That's the difference is that we're driven not by the exercise but the result of 
the exercise because our, to an extent, joy is to bring you solutions and I think 
that's the key factor. “ 
 
This is what may give the company an advantage by being able to utilise design 
ethnography as a means to bring recommendations forward that can actually be 
implemented in the solutions that are offered. 
 The archiving of data from consumer experience research is also a relevant issue. 
This might allow for the comparison between data from 2 clients who are dealing with 
the same problem. 
 
“I mean - don't we want a database someplace that says, “Why on earth can't 
bank A get consumers to use the new teller? Well let's go look at what others 
with a similar problem.” ” 
 
This could be used as a base from which to start a new study looking at a similar issue. 
However, it is important that the difference between anecdotal evidence and in-depth 
observational activity is recognised and any resulting material is labelled as such. 
 
3.5 Product Development Flow Mapping Workshop 
 
3.5.1 Introduction 
The workshop aimed to create a shared interdisciplinary model of the product 
development process from the perspective of the Cx design teams based in Dundee 
and Atlanta. The workshop was lead by the researcher with the purpose of creating a 
model to help support communication internally within the team and across the 
organisation by showing how and when Cx design contribute their skills. The goal was 
to explore areas for potential consumer experience research use so the team could use 






There were a total of 11 participants from the Cx team in the workshop (n=11: 9 male, 2 
female). The group was split across two locations with 8 people based in Dundee and 3 
people based in Atlanta. The groups communicated via a conference call system so all 
participants went through the workshop activities at the same time.  
 
3.5.3 Workshop Methodology 
The workshop was organised by the researcher who set a date in the group calendar 
system and invited all of the Cx team members to attend. It took many months to 
organise, as it was difficult to find a suitable time in advance when there were enough 
people available to participate. It also had to be held at an appropriate time of day so 
people in different time zones could participate. Some team members questioned the 
validity of the activity prior to the workshop, as it was quite a large problem to tackle. 
 
3.5.3.1 Overview of Workshop Activities 
The workshop involved two key activities, which were a stakeholder analysis activity 
and mapping the product development flow activity. Both of these workshop activities  
were sourced from the book Gamestorming (Gray 2010), which describes itself as “a 
playbook for innovators, rulebreakers, and changemakers.” The purpose of the 
stakeholder analysis was to see who is engaged in the development process. This was 
anyone who can significantly impact a decision, or who may be impacted by it 
throughout the duration of a project. The product development flow mapping asked 
the group to create a memorable, visual story of their core process. This was achieved 
by selecting an example project to help illustrate their story with. Their task was to 
follow this project as it flowed throughout the organisation and stakeholders identified 
in the previous activity. 
 All of the participants were involved in both activities but split into 2 teams 
based on their location. The Dundee-based team also split into 2 sub-teams for the 
product development flow mapping activity.  
 
3.5.3.2 Stakeholder Analysis Activity 
Step 1 The participants were asked by the researcher to create a list of stakeholder 
groups by writing the names of the groups on sticky notes. They were encouraged to 
consider the following types of people: 
• Who is impacted by the project? 
• Who is responsible or accountable for the project? 
• Who has decision authority on the project? 
• Who can support the project? 
• Who can obstruct the project? 
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Step 2 The group were asked to map the list of stakeholders they had generated onto a 
matrix based on their relative power and interest (See Fig 3.4). They were given a large 
sheet of paper so the group could organise the post-its onto a matrix directly. 
 
3.5.3.3 Product Development Flow Mapping Activity 
Step 1 The participants were asked by the researcher to bring an example piece of 
visual design into the workshop. This could have taken the form of a sketch, 
wireframe, photo-realistic render or manufactured product. 
Step 2 The group were asked to select an example piece of work to use and place a 
picture of it the centre of the table (see Fig. 3.16). The goal of the exercise was to focus 
on telling the story of this one object from point A to point B. The group were asked to 
write these commonly understood starting points on index cards and place them at 
either end of the table. 
 
Fig. 3.16: The Dundee-based team during the 
product development flow mapping activity. 
Step 3 The participants were asked to brainstorm a list of the big steps in the 
development process and record them onto post-its. They then had to prioritise the 
sticky notes into a desired and workable number of steps. 
Step 4 Before starting to follow the object through these steps, the group had to work 
out the vital information they were looking to capture in the story. They were asked to 
assign the stakeholders from the earlier workshop activity to each step in the process 
and work out the action they are taking and the amount of time each step takes. 
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Step 5 The participants were asked to draw on the paper to tell the story of the object 
as it moves from step to step. They were instructed to try and capture this information 
on post-its as visually as possible by using pictures to show what they were describing. 
Some questions for each step they were asked to actively consider were “Who does 
what here?”, “What's next?” and “What's important?” 
3.5.4 Results 
 
3.5.4.1 Stakeholder Analysis 
 
Fig. 3.17: The Dundee-based team create a list of stakeholders. 
 
3.5.4.1.1 Dundee List of Stakeholders 
The Dundee team (see Fig. 3.17) identified the following stakeholders: 
⁃ High Level Execs, Director of Design (Cx), VP of Design 
⁃ Corporate Customers, Customer (Bank), Supermarkets 
⁃ Legal (Attorney), Government Relations 
⁃ Mechanical Engineer, Module Engineering, SCER Team Manager, Safety, 
Security Engineering, Test & Compliance Engineering, Manufacturing (SLM), 
Marketing, Sales Team 
⁃ Solutions Manager, Account Team Manager, Product Manager, Project 
Managers, Engineering Managers, Account Team, specification (Doc), 
Requirements (Doc) 
⁃ UI Design, Industrial Designers, Designers (Us), Usability + Accessibility 
⁃ Consumers (End Users), External Designers (eg. IDEO) 
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3.5.4.1.2 Atlanta List of Stakeholders 
The Atlanta team identified the following stakeholders: 
⁃ Customer, End User, NCR as a whole, Resources, LOB Industry, Manufacture 
Base 
⁃ Each Participating Team, Solutions Management 
⁃ Solutions Management, Engineering Manager, Design Manager 
⁃ Engineering + Design Team, Customer, Leadership Team 
⁃ Suppliers, Leadership Team 
 
3.5.4.1.3 Mapping Relative Power & Interest 
The team were asked to take the list of stakeholders they had generated and arrange 
based on their relative power and interest. After some discussion, the Dundee team 
organised their notes as shown in Fig. 3.18. 
 
 
Fig. 3.18: Organisation of sticky notes at Dundee according to 
perceived power and interests. 
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3.5.4.1.4 Discussion 
Initially, the group feedback was that they would place themselves (designers) at the 
top of the interest for any project, as this is just what all other stakeholders would do. 
By this they meant that everyone who works on a development is simply concerned 
with his or her own interests over others.  
 However, the hierarchy that did emerge listed the following 3 groups of people 
who have real power (or a veto) over every other decision maker. These were (1) High-
level execs, (2) Customers and (3) Legal. A team member stated that it is simply a “bun 
fight” between the remaining stakeholders for who gets their voices heard. This means 
it is up to these stakeholders to sufficiently argue their point in order to have any affect 
on the development process. 
 
3.5.4.2 Product Development Flow 
The participants in Dundee split into 2 groups to work on projects based on either 
software & hardware with examples of the Vision and financial self-serve kiosk 
respectively. The team in Atlanta worked through a retail example of the 7610 – POS 
Terminal. The outcomes from each team were as follows: 
 
3.5.4.2.1 Dundee Hardware Product Development 
 
 




A team member summarised (see Fig. 3.19): 
 
“We kind of mapped out in terms of the self-serve products typically the ‘As Is' 
state of the process. In terms of customer requirements and account teams are 
where it should come in – information - so from consumers and customers 
insights - should be but it's not. It's a marketing exercise in terms of ticks in 
boxes. So basically, it's the previous product range with some enhancements 
and that's the way the self-serve product range came about. It was also to do 
with cost reduction in terms of “We've got too many products, we need to have 
common mouldings across the range to minimise the cost etc” So it's very much 
an engineering, cost-reduction exercise as well and that was part and parcel of 
the product requirements. So, by the time we got to it, it was pretty much 
engineered in terms of where the modules were going to be. We had to sort of 
fight tooth and nail to get the modules in the right positions relative to usability 
and accessibility and beyond that it was making the best of those common 
mouldings across the range. So that's where we came in, in terms of the design 
team and it kind of works but there was no defined process as such.” 
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3.5.4.2.2 Dundee Software Development 
 
 
Fig. 3.20: – Example software project at Dundee 
 
A team member summarised (see Fig. 3.20):  
 
“This is how I think we'd like to develop stuff (bottom sketch) …It says identify a 
need or opportunity, prototype, demonstrate your prototype, stakeholder buy-
in, develop that, test and validate. That's a nice clean development. What we've 
got in reality is (top sketch)  – I mean its not really our area of expertise the 
methodology that we're using on Vision – but there is a various mixture of bits 
& pieces pulled from Agile development philosophies and more cascading 
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development philosophies. So we've got requirements docs that are fairly big 
and expansive and then we've got little user stories as well which are not 
necessarily compatible. So there's this idea of iterative development which is 
agile and then trying to follow a requirements doc based on a completely hi-
fidelity mock-up which is a different style of development. So that's kind of 
what's going on here with all these arrows. Some parts of the process feedback 
into other parts and that's more of an agile concept is the different - these kind 
of loops. These feedback loops with customers being engaged. It happens to 
various degrees in the real world.” 
 
3.5.4.2.3 Atlanta Product Development 
 
 
Fig 3.21 – Example project from Atlanta  
 
The team members in Atlanta first sent around the following outline of steps before 
they created the map (Fig. 3.21).  
 
Step 1: Example: 
7610 – POS Terminal 
 
Step 2: Common Start/End points. 
Start: SRD / Requirements Document 
End Point: C Models - Production 
  
Step 3: List of the big steps. 
- Concept Generation 
- Final ID and Approval 
- Engineering Development 
- Prototypes 
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- First Article Approval 
- Build A through C 
 
Some discussion then followed regarding whether this was the actual reality of their 
process or if it was an idealised version. The team in Atlanta maintained this was their 
reality state with most projects following this process (See Fig. 3.21) and only 
occasional exceptions where it did not happen in this way. 
 
3.5.4.2.4 Interpretation 
The development processes that the team generated were useful to help illustrate the 
issues around the specific projects they discussed. This showed some of the gaps 
between the theoretical design / organisational processes the team follows and the 
actual reality of working in the Cx team on a day-to-day basis.  Some further questions 
to consider based on the outcomes of the workshop: 
 
Is there a vast difference between the product development flows at Dundee in comparison with 
Atlanta?  
Based on the discussion and the maps generated, Dundee appears to have a more 
outwardly focused yet chaotic process whereas Atlanta is more inward looking with a 
cleaner process. This may have been related to the physical distance between the 
workshop participants across the 2 locations. The team in Atlanta may have provided a 
generic, theoretical description of their process instead of the reality state that was 
offered in Dundee.   
 
What can be learned from sharing experiences between hardware and software based approaches 
to development? What are the differences and how does this affect the process? 
Both approaches had similar issues related to their ideal process and the actual reality 
of working being vastly different. Each side's position on cost revealed some very 
different approaches. The hardware development is always restricted by the cost of 
manufacture whereas software does not have to consider this. There is quite a political 
process driving the hardware development with continual negotiations with engineers 
and solution managers about final manufacturing cost. The clarity of communication 
around the software development process is very important although the longer it 
takes to develop, the more costly it gets.  
 
Was the product development flow mapping exercise valid? 
The team director made the point that where every single project is so different, the 
process could not be generalised in any useful way. The conditions and points of 
involvement are so radically different from project to project with each having their 
own unique characteristics. The workshop leader's response to this was that it is useful 
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to understand some of the individual stories so they could be compared and 
contrasted. They all might be very different but there is something that can be learned 
and made practically useful for the team by understanding the issues around each one. 
However, in order to do this effectively it would require many more workshops to 
gather each of these individual stories. This is just not feasible, as it would take up too 
much time so the task may have been too large to take on in the space of a short 
afternoon workshop. The workshop was valuable to help develop a greater 
understanding of the team dynamics and the individual projects under discussion but 
it did not deliver the intended results for the team members i.e. a shared-
interdisciplinary model of their development process. 
 
3.5.5 Summary 
The scope of this workshop was too large to deliver anything practically useful for the 
design team members. There was sound reasoning behind the activities but to carry on 
the same path and deliver useful results would require many more sessions, which is 
not feasible due to the time it would take. 
 Some differences between development approaches in Dundee and Atlanta were 
highlighted although this could have been due to the different workshop conditions at 
each location. The workshop leader's understanding of the team dynamics was also 
better informed although this is not beneficial for the actual team members themselves. 
 Any future Cx research focussed workshops should have more clearly defined 
outcomes for the participants with greater focus on actionable outcomes. The original 
purpose of running the workshop was to see how the design team could make use of 
consumer experience research to inform their practice. The workshop that was actually 
delivered strayed quite far from this by focusing on the development processes the 
team negotiates. 
 
3.6 Gaining Acceptance By the Team 
It was a real challenge for the author to be seen by the other Cx team members as 
someone they felt comfortable working with. The following is a summary of some of 
these difficulties along with recommendations for doing similar types of work in the 
future. 
 
3.6.1 Difficulties Integrating with the Team 
There were some difficulties in being accepted by the design team. An issue 
throughout working with them was clarity about this project. As the research 
progressed, there were a number of iterations of the project aims and objectives so it 
was understandable how a lack of clarity led to the team being uncertain and wary 
about a researcher's presence amongst them. This problem could have been alleviated 
with more regular reports and presentations to help keep the team up to date. 
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 Another difficulty was not working on the same things as the team members. 
This meant that the only work-based interactions with the team were when it involved 
doing something related to the research. The opportunity to attend weekly team 
meetings was quite enlightening but it was also difficult to make a useful contribution 
here, as much of the discussion was very focussed on detailed aspects of industrial 
design. A solution to this may have been offering to do other helpful things in the 
office such as photocopying or simple design related tasks. 
 
3.6.2 Recommendations for Future Involvement with the Cx Team 
There are some ways of more easily gaining acceptance by the team when coming in as 
an outside researcher to understand how they work. 
 The location in the office where the researcher sits is very important. It is best to 
sit in a regular place situated amongst the team so it is easier see who is at their desk, 
get a sense of what they are working on and speak to them if necessary. In an open 
plan office, it is easy to think that anywhere in earshot of the team is suitable. 
However, just being behind a barrier in a slightly different section can mean you are 
not as integrated in the team as the other team members who all sit opposite each 
other. 
 Associating with other interns who are working as part of the team is another 
good way to become more accepted. During the summer, there is frequently an influx 
of people who are there on a temporary 3-month basis working on a very focussed 
project to gain valuable experience. These individuals have a similar temporary status 
as any researcher may have so are treated well and encouraged to participate in any 
team activities. They make good allies as they are also new to the other team members 
and are similarly seeking to understand how they work. 
 There is always a range of personalities in any team so getting to know them as 
well as possible through going for tea breaks and having lunch together is one of the 
best ways to do this. It is best not become too close to any particular individual and try 
to get to know each team member through informal chats about their work and other 
activities outside the office. 
 
3.7 Feedback from the Team 
A further meeting was held with the members of the Cx team in Dundee who 
participated in the study. They were given the written material discussed in this 
chapter in advance of the meeting and asked to provide feedback. There were eight 
team members in total who attended. This included two team members who were new 
to the organisation and had been employed after the previous work was conducted.  
 The meeting itself became an opportunity for the group to discuss the issues 
raised throughout this chapter. The main points from this were related to upfront 
design research being missing from the development process; the visibility of Cx 
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within the company; the understanding generated through the internal interviews and 
the difference between an ideal written process in comparison to the day-to-day 
reality. 
 The team were asked their opinions on the interpretation offered in this chapter. 
One team member stated the following: 
 
“I think it was a fair assessment of the way things happen in reality…dealing with 
design day-to-day in the context we are. I don't know if it's the way we'd want to 
present ourselves to the rest of the company.”  
 
Whilst another team member agreed that 
 
“It's quite candid in places.” 
 
It was a valuable piece of research to the team as one person commented that it 
formalises some of the negative things the team do know but have not previously seen 
them written down.  
 
“We do regularly have these conversations from time to time about the issues that 
are highlighted in here. It's funny seeing it written in black & white.” 
 
The study helped to demonstrate the value of an ethnographic approach to the team by 
providing a descriptive interpretation of their work activities. 
 
“I think it should provide a reflection and a document which transfers the 
responsibility back to us to look at it objectively.” 
 
They have taken the material on board and it has helped the team to ask questions 
about their current work practices and communication internally within the team and 
externally across the organisation. Alongside this, there is a desire to grow their 
understanding and make use of consumer experience research in their day-to-day 
work activity. The new method and other research techniques discussed in the 
following chapters will help to address these requirements. 
 
3.8 Conclusions 
This section summarises the activities performed during the chapter, reflects on the 





3.8.1 Summary of Activities 
This chapter presented the results from three main activities within a large technology 
corporation. These were a contextual inquiry, internal interviews and workshop with 
team members. 
 The contextual inquiry over three months helped to identify issues related to 
how the team worked together which can be summarised as a flexible development 
process, fragmented team and unclear design voice. The flexible development process 
meant team members worked on projects at a variety of different times so could be 
involved at any stage of the development. The fragmented team occurred because team 
members were working on a broad range of projects with other people situated in 
different locations. The unclear design voice was related to the level of consistency in 
the look and feel of the design that was applied across the organisation's product 
offering. 
 An understanding of Cx was further developed through seven internal 
interviews with other departments who commonly collaborate with the team. The 
interviews were revealing in that some participants were more critical of the Cx team 
than others. Specifically, it was the developer and engineer who offered many 
criticisms of the Cx designers and usability specialists. This showed the tensions when 
these departments work together as they often have different points of view about 
what is important. The role of design is relatively small within the organisation so as it 
is not measured, it is not seen as a priority from other departments.  
 The workshop with eleven people split between Dundee and Atlanta to map the 
product development process helped to highlight the different approaches that were 
taken on a project-by-project basis from both software and hardware focussed Cx 
perspectives. It also helped further show the differences between how Cx team 
members worked across the locations of Dundee and Atlanta. 
 
3.8.2 Reflection on Main Findings 
This section will reflect on the main issues identified at NCR, provide an outline to 
addressing these issues and reflect on the research process itself.  
 
3.8.2.1 Reflections on the Main Issues Identified at NCR  
One of the key issues when considering how Cx research can be made actionable in a 
company like NCR is that it is fundamentally an engineering culture where there is an 
emphasis on cost, function and reliability. These dominate how the business operates 
so the focus on design and experience is not the lead strategy for the wider 
organisation. The external presentation through sales and marketing channels does 
claim that Cx is a priority as this is what customers (i.e. other businesses) care about 
but it does not reflect how the company actually works on a daily basis. 
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 The members of the Cx team endeavour to apply their highly tuned skills and 
deep knowledge for the use of self-service technologies to the projects they are 
presented with by software developers and hardware engineering. However, there 
appears to be deep-rooted division and animosity towards the designers. Their work 
continually pushes against manufacturing or development constraints and is 
challenging to fit into time schedules. Their characterisation by engineering as the 
“shapes and colours boys” is very revealing as it indicates how their work is valued 
and where it fits into the wider development process. This could be interpreted as the 
engineer's conviction that they will actually make the solution work and the designers 
will simply make it look pretty. 
 The timing and level of involvement the designers have can vary greatly from 
project to project. The best-case scenario is where they are involved at the outset to 
help inform planning and manage the dialogue with customers. This is frequently not 
the case as they are brought in too late, so the contribution they are able to make is 
limited by what has already been built. In terms of hardware, this could be making an 
already assembled set of components simply look more appealing. In terms of 
software, this could be adding an interface to an already developed system. This is 
often coupled with very tight deadlines so a solution to a design issue must quickly be 
delivered without necessarily exploring a variety of alternative approaches. 
 The strict deadlines the designers work to also limits the amount of user-centred 
design research that can be done at the outset or during a project. There is very little 
incentive to do any of this type of research at all, as the amount of time it takes is 
perceived as prohibitive. There are no explicit measures in place to indicate the amount 
of user research that has been conducted so it is not seen as important. Even Cx design 
involvement itself is not measured using as a KPI (Key Performance Indicator) from a 
management perspective as it is inherently difficult to quantify. The only existing 
measurements in this area are for ‘customer service' but this is more relevant to sales 
and marketing rather than design. If Cx design involvement in the development was 
given a set of measurements, a potential downside of this could be that it started to 
reflect negatively on solution managers and the designers. 
 There is real complexity with Cx research and design as it is dealing with a 
commoditised service. For example, the ATM has a consumer but they will never 
purchase their own ATM, so a decision to use it is based only on their requirement to 
gain access to their own money. The usability of the ATM may not directly influence 
whether the consumer will use it. It is here where an investment of resources towards 
in-depth Cx research and thorough design can add immense value by improving upon 
the overall experience of the service. An additional layer of difficulty for the designers 
is also that they are not dealing directly with the consumers as any dialog is always 
filtered through the customers of the company.  This is the nature of working within a 
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business-to-business organisation the designers are very far removed from their end-
users. In this sense, it is all the more important that they have relevant and reliable Cx 
research that they can draw upon to inform their work 
 One of the key drivers of innovation within the company is currently based 
around either customer feedback or focussed on what competitors are doing. A 
customer request attached to a design feature is the most persuasive argument that can 
be made for getting anything implemented with the engineers or developers. This will 
trump Cx research every time as the wider emphasis is on cost to the customer rather 
than quality of experience for the consumer. The activity of the competitors of NCR 
dictates their offering as they seek to hold the most appeal to their customers. The 
consumer experience is in at least third place behind these other two in helping to 
inform innovation activities. 
 
3.8.2.2 Reflections on Addressing the Issues 
There are a variety of complex issues, which have been uncovered through the study 
with NCR as discussed in the previous section. There is a need for a method based on a 
design ethnography that is light in approach to help designers make greater use of Cx 
research. This will allow designers to apply Cx research as part of the projects they are 
involved in from the outset of a development as well as those that are already 
underway. In many cases, the designers will be working on a range of different 
projects with limited timescales so the ability for the method to be adapted to these 
varying circumstances is really important. 
 The solution managers and others who have a stake in understanding Cx (e.g. 
design director, VP of design, marketing) would benefit from having further research 
to help inform their wider strategy. This could potentially sit outside of any current 
development activity and be more forward looking to help inform decisions about 
which product lines to invest resources in and understand where there are further gaps 
in the global market place. It could help facilitate a trickle up approach where the 
company is making decisions from a perspective informed by Cx research based on an 
equal balance of intuitive thinking and analytical thinking.  
 A Cx research method that would allow people from across the organisation to 
actively participate could have the added benefit of widening the appreciation for such 
an approach. This could be particularly useful when engaging in a dialogue with the 
engineers and developers as they frequently abstract away from their end-users. The 
real challenge is not just in carrying out the fieldwork activity but helping to ensure the 
results have a wider impact across the organisation. There is a much greater likelihood 
of Cx research gaining traction if employees across the organisation understand the 
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process that has been engaged in and are able to relate this to their development 
activity. 
 
3.8.2.3 Reflections on Research Process 
The members of the design team at NCR were ultimately hugely co-operative with the 
research activity that they were involved in. This was despite the situation where there 
had been three rounds of redundancies throughout the whole period of engagement 
with the company. Although these were given the more sensitive term of ‘departures', 
this did not do anything to prevent the employees being concerned about losing their 
jobs with imminent change always potentially just around the corner. This created an 
inevitable atmosphere of paranoia that could be felt amongst the Cx design team 
members and the other teams they shared their workspace with. 
 A continual challenge was getting the buy-in from the Cx team director for the 
activities that involved members of his team. The director was out of the office and 
travelling on business quite frequently so setting up meetings was difficult. Although 
all participation was voluntary, the team always had multiple projects they were 
working on so finding the right time to work with them was also hard. Where the 
activities required many members of the team to be involved at the same time, such as 
feedback meetings or the product development flow mapping workshop, it was 
difficult to find an appropriate time when they could all participate. Even when they 
were able to participate, what they would get out of this had to be well articulated 
along with the value of their contribution to the research. 
 Within the team itself, there were different levels of perceived engagement with 
the research activities between the industrial designers, interaction designers and user 
experience specialists. The industrial designers have a very particular way of working 
towards a concept development so were quite frequently opposed to the idea of 
acquiring Cx research methods to help inform their work. Conversely, the interaction 
designers were much more open to making use of Cx research methods as a user-
centred approach is much more well regarded in this field as well as regular adoption 
of new methods to support design activity. It would have been expected for the user 
experience specialists to be the most supportive of new forms of Cx research as they 
share the same goals. However, they were frequently very critical of any interpretation 
based on qualitative data rather than a positivist approach using quantitative data. 
 The multi-sited nature of the Cx design team members also had an adverse effect 
on the study. As the team were split between Dundee, Dublin and Atlanta, it was very 
hard to involve all of the team members equally. It was possible to spend much more 
time talking with those in Dundee whereas the length of a voice conference call always 
limited the contact with other locations. This is most easily identified during the 
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workshop activity where the level of candour is much greater with those physically 
present at the workshop location. This reflects again the daily challenges the team 
members face working together when they are dispersed across multiple geographic 
locations. 
 
3.8.3 Next Steps 
The next chapter will begin developing a new method suited to the needs of Cx 
research within a large organisation as outlined in the previous section reflecting on 
the issues that were found. This will require some significant exploration to identify 
the appropriate techniques and approaches that will be useful for this purpose. In light 
of this, the studies will take place outside of the company setting to identify useful 
approaches and techniques in a less constrained environment. 
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Chapter 4 - Broad Experience  
Research Collaboration 
 
This chapter will discuss development of the divergent phase of the DiCER method 
through two studies using large groups of people to make fieldwork observations. 
Chapter 2 presented a suite of methods for gaining consumer experience research and 
discussed their drawbacks and advantages. The following two studies will begin to 
apply an ethnographic observation method focussed around the topic of collaboration 
in public space.  
 The first piece of work was a pilot study called Urban Traces that applied an 
existing framework for making observations from the field of behaviour science in 
architecture. The second study created an entirely new framework for making 
observations and built upon lessons from the pilot study to help further refine the 
approach. 
 
4.1 Pilot Study - Urban Traces 
The purpose of this study was to explore ways of gathering visual material by working 
with a group of people distributed across a public setting within a short time frame. 
The motivation for this was to try out an already established framework and find out 
how further similar activities could be designed to suit the needs of this type of work. 
The proposed remit for this was to inform the design of a system to facilitate 
collaboration and shared experiences in a public setting. This was a deliberately large 
and under defined area for investigation in order to keep the focus wide at such an 
early stage of the research. It involved working with a group of novice design 
ethnographers to help observe, gather and analyse a set of visual material. The 
observation task focused on finding evidence that showed the physical traces of 
human activity in the built environment (Zeisel 1979). This material was then shared 
amongst and analysed by the group then a set of new themes started to emerge. 
 The investigation of the activities occurring in a local space to inform the design 
of new technology concepts has previously been explored in a conference workshop 
setting (Smyth & Helgason 2010). This made use of everyday technologies the 
participants had available to them in order to collect material for use in further design-
orientated activities such as the creation of mood boards and drawing sketches.  The 
purpose of this was to open up the opportunities for designer and technologist 
participants to be involved in the collaborative design process. This approach has the 
goal of generating future concepts to help reflect upon design issues found in the 






The original framework (Zeisel 1979) sets out 4 different categories of trace to be 
observed:  
By-products of use: These reflect what people do in settings such as traces of litter or 
well-worn spots left behind by someone who used, misused or failed to use a place. 
Adaptations for use: These are changes by users, to make an environment better suited to 
something they want to do. 
Displays of self: These show ways people try to establish a place as their own, to make it 
express who they are personally. 
Public messages: Changes, such as wall posters and graffiti, by which people use the 
environment to communicate with a large public audience. 
 
4.1.2 Participants 
Students on a Masters of Design Ethnography (MDE) course at University of Dundee, 
UK were asked to participate in the study. The programme was set up to provide 
students with the opportunity to investigate user research and how this is incorporated 
into the work of product, service and systems design companies globally. The 
participants (n=8: 4 male, 4 female) were asked to put themselves into pairs so that 
different activities could be shared out within each team. 
 
4.1.3 Location 
The purpose of the study was to explore potential directions for working with a group 
of participant field workers who were dispersed across a public space. This involved 
observing the urban environment so a larger nearby city was chosen instead of the 
same place where the university is based. The city of Edinburgh was selected as the 
location for the field study.  
 
4.1.4 Materials 
Each group was given a pack containing: 
• An instruction card (Fig. 4.1) containing the original framework from Zeisel 
along with additional examples added to help clarify the type of material 
required by each trace. 
• Each participant was instructed beforehand to bring along a recording device of 
some kind. They were allowed to choose their own technique for recording the 
traces so they could be comfortable with documenting the traces in situ. A 
range of media types being returned also added an interesting level of diversity 
between the collected evidence.  
• A sketchbook, with a label stating “Use this to draw or write down any notes on 
the traces of human activity that you discover.” This was included so field 
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notes could be written to help further contextualize any material gathered on 
the recording devices. 
• A plastic wallet, with a label stating “Use this plastic wallet to collect any 
tangible materials you find that someone may have left behind by mistake or on 
purpose.” This allowed the participants to gather any relevant or loose textual 




Fig. 4.1: The instruction card given to participants. 
 
4.1.5 Procedure 
Participants were asked to take photographs of the physical traces of human activity 
they discovered in the built environment. The provided sketchbook was also used to 
write down any scratch notes or drawings to help document their observations. The 
group were briefed with instructions and given the materials pack just before the task 
begun. The instructions emphasised consideration of the context the traces were found 
in, as the traces help clarify the context but the context is also clarified by them. 
 The observations lasted three hours, which was deemed enough time for the 
participants be able to stay alert to observe the environment they were exploring. The 
groups were also encouraged to take regular breaks to discuss strategy. 
 
4.1.6 Results & Discussion 
The following will discuss 2 examples from each of the headings set out within the 
Ziesel framework to illustrate the kinds of material that were returned by the 
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participants. A total of 257 photographs were contributed along with a set of notes 
from each team to help document any other observations. 
 
4.1.6.1 By-products of use 
The foot of the David Hume statue (Fig. 4.2) situated along the Royal Mile shows 
erosion caused by people rubbing it for good luck (Wiseman 2009). This demonstrates 
an aesthetic of use that has emerged by many people physically engaging with the 
piece of public art over a long period of time. There is somewhat of an irony in the 




Fig. 4.2: The eroded foot of the David Hume statue. 
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The cable ties attached to lampposts (Fig. 4.3) have been used for fastening notices on 
and are of interest because they are valid under multiple categories from the 
framework. They have been adapted for use from their original design purpose of 
securing wiring to holding a notice in place. As the notice is no longer present, they 
demonstrate a missing trace that would have formerly displayed a public message. 
Finally, as someone has left behind the cables ties, they can be classified as a leftover. 
Also shown in the image is an illegitimate sticker that humorously states the lamppost 
“may contain squid”. 
 
 
Fig. 4.3: Leftover cable ties and squid sticker. 
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4.1.6.2 Adaptations for use 
Common sightings throughout the returns were bike locks (Fig. 4.4) that had been 
attached to railings, quite often with a bike no longer present. This could be interpreted 
either as a sign that a theft has taken place by marking where a bike once was or as 
placeholder for someone who regularly visits the location and has left the lock behind 
as it has been securely attached. 
 
 
Fig. 4.4: A railing adapted for securing a bike lock onto. 
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The line of dead bushes through some planting (Fig. 4.5) indicates a connection has been 
made by people trying to find a faster route to where they would like to go. As more 
people have used this route, it has further established itself as an unofficial path to take 
through the plants to meet up with the official path pictured at the top of the photo. 
This activity could be prevented by erecting a fence around the planting to create a 
physical barrier stopping people from passing through in this way. Alternatively, a 
different approach could be to just accept that this is going to be used as a route and 
clear the planting to create a paved accessible path for everyone to use. 
 
 
Fig. 4.5: New path made through a planted green space. 
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4.1.6.3 Displays of self 
A cross and number has been handwritten outside someone's front door in chalk (Fig. 
4.6) marking identification of the house address. This is an interesting example because 
of the temporary nature of chalk, as it would need to be reapplied over time even 
though the number 42 is a permanent piece of information. Other returns show pens, 
paint and even cleaned off dirt to mark some form of self-expression in public. 
 
 
Fig. 4.6: Chalk helps identify the house number 
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A provocative sticker has been placed on a signpost (Fig. 4.7) located along the Royal 
Mile. This indicates a type of group membership portraying the nationality and political 
agenda of the person who placed it there. The sticker is also illegitimate so is valid 
under the category of a public message.  
 
 
Fig. 4.7: Sticker promoting Scottish nationality 
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4.1.6.4 Public messages 
The collected material showed a mixture of official, unofficial and illegitimate public 
messages. Through looking at examples of groups of stickers (see Fig. 4.8) it seemed 
that once a place has been marked with a single sticker, others then began to appear 
nearby it. This created a cluster of public messages and marked a space that people use 
as a platform to communicate with a public audience. The positioning of the stickers, 
and other illegitimate markings such as graffiti, may be related to the difficulty with 
which it is placed there and equally how easy they are removed. 
 
 
Fig. 4.8: Illegitimate stickers on a high up sign. 
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The unofficial messages were often positioned in places to sit alongside or even cover 
up pre-existing official messages (see Fig. 4.9). This example showed a bin on the right 
in the foreground that has been layered with unofficial flyers for cultural events that 
have taken place nearby. These flyers hide the official logo of the waste disposal 
company that owns the bin. Some attempt has been made at removing the flyers by 
ripping them off but the remains are still quite visible. This decaying material contrasts 
rather well with the completely unspoiled advertisement for cashmere in the 




Fig. 4.9: A mix of official and unofficial public messages 
 
4.1.7 Analysis of gathered material 
A total of 4 follow-up sessions were held with the participants that allowed them to 
discuss what they had observed and to start making sense out of the collected material. 
The make-up of the sessions was as follows: 
• Session 1 involved a debriefing shortly after the fieldwork where each group 
was able to discuss their experience. 
• Session 2 allowed the group to discuss ways to present the collected material. 
• Session 3 saw each of the groups identify themes and discuss how the themes 
related to each other. 
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• Session 4 involved an activity to arrange the visual material spatially related to 
their meaning. 
 
4.1.7.1 Dump and distil 
The first session was held during the day following the fieldwork trip, lasted for 2 
hours and all the participants attended. This gave the participants an opportunity to 
share the collected material on a table and look at the different approaches everyone 
had taken. Each team discussed their experience of the fieldwork process and where 
there had been stumbling blocks. 
 One of the teams reported they had got caught up simply collecting as many 
traces as possible rather than stopping to think more about the evidence as they went 
along. Their view was this being quite a temptation when there was an abundance of 
traces on offer. The group tried to counter-act this problem by allocating roles to each 
team member. The roles were self-defined by identifying who was more the visually 
orientated group member and assigning them the role of taking photographs. This 
allowed the other team member to provide crucial support in backing up the 
photographed traces with further scratch notes and sketches. 
 
4.1.7.2 Presenting the material 
Each team selected 5 key images and presented these on a large flat panel display, 
which gave the rest of the group a brief overview of the range of traces that had been 
found. A member from each team spoke about what they had been looking for and 
why they had taken certain photographs. 
 Although it was helpful to gain the group's initial feedback and review what had 
been collected, it became apparent that there was a need to create an archive of the 
material for further sharing and analysis. This allowed the group to review each other's 
material for any further sessions so a fuller analysis of the material could be made. 
 Due to the high volume of photographs collected by the group, the main 
challenge was to work out how to store this visual material so it could be archived and 
used for further analysis. The ability to annotate the photos with notes on the 
observations was also an essential functionality of any system that was used. 
 The tagging and annotation facilities offered by the online photo-sharing site 
such as Flickr were ideal but it would be necessary to control access to any uploaded 
material. A private pool was set up so that only invited members could join and see the 
photographs that were contributed. 
 Instructions were sent out to the participants requesting they upload their 
photographs to their individual Flickr user accounts. This asked the participants to tag 
their photographs with keywords stating how each image fitted into the original Ziesel 
framework. By tagging the images appropriately, tags from all of the images could 
show where people had made observations in the same category. 
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 From the original 8 participants that took part in the initial field study, 7 were 
able to upload their collected material onto Flickr and pooled it with the rest of the 
group. The participants contributed a total of 257 images to the pool. 
 
4.1.7.3 Identifying Emerging Themes 
Although the initial framework was useful for collecting material, in order to discuss 
the material in the context of design opportunities for collaborative interfaces in public 
space, a new set of themes was required. An hour-long session was held with 6 
members of the MDE group. This discussion was based around the concept of 
collaboration and interpreting such activity from the collected material. Following on 
from this, each person wrote onto post-it notes the themes they had interpreted 
through their own analysis. 
 The notes were then placed onto the wall and arranged by grouping them 
together based on similarity of ideas. The group names were recorded and then 
afterwards placed onto a photograph of the arranged post-it notes (Fig. 4.10). 
 
 
Fig. 4.10: Groupings overlaid on the arranged post-it notes 
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The emerging themes the group interpreted were as follows: Connections & Threads, 
Security, Permanence & Layering, Adapting, Continuum of Personalisation and 
Thoughtful/less Gestures. 
 
4.1.7.4 Thinking Across Axes 
With a range of new themes for the material to be arranged around, 3 themes were 
selected and opposite examples stated. The criteria for the selection of the themes were 
aiming to represent the full story of each trace. This took into account how the original 
trace was made, how others might observe it and the length of time the trace is likely to 
be present. By creating a space of meaning for these images to be arranged within (Fig. 
4.11), it gave a good overview of how these all related. The chosen themes were: 
 
• Gestures: Thoughtless to Thoughtful – This was the amount of intention from 
people who have placed or made the trace in the first place. Plotted along the Y-
axis. 
• Cues: Implicit to Explicit: Whether the meaning of the trace created a visible 
sign to indicate that others may follow suit. Plotted along the X-axis. 
• Permanence: Temporary to Lasting – The lifespan of the trace and how long it 
was likely to last. Plotted on the Z-axis to give a sense of layering through time. 
 
By zooming out from all the collected material, we hoped to make sense of it and test 
the robustness of the themes that were identified. 
 
 
Fig. 4.11: A plan of selected themes along X,Y,Z set of axis 
 
The pool of images was narrowed down to 62 from the 257 that were posted to the 
Design Ethnography pool on Flickr. The criteria for selection were diversity and 
clarity. The diversity was to have a wide range of different traces to choose from based 
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on the original framework and clarity was so it could be easily seen what trace had 
been documented without much further explanation. 
 A final half an hour session took place with 5 of the participants where they were 
asked to arrange the printed photos on a tabletop. (Fig. 4.12) As the table was flat, only 
two themes could be selected so a choice had to be made between the themes of cues 
and gestures, as these were quite similar. The themes of Permanence (Y-axis) and Cues 
(X-axis) were selected as they helped tell the story of the lifespan of the trace and 
indicate the likelihood of others creating a similar trace. 
 
 
Fig. 4.12: The photographs arranged spatially on a tabletop. 
 
The words and extreme opposites of each theme were printed in large type onto A5 
sheets of paper. These were placed at each side of the table so the participants could 
arrange the photographs in between them according to how they fit into the scale. This 
gave the group the chance to verbally discuss some of the more difficult traces to 
decide upon. 
 Conducting this exercise helped us see if the themes we had selected were 
appropriate for organising the returned material. The rough groupings of the 
photographs gave us a good sense of the kind of material that had been observed. The 
permanence axis seemed to work well as everyone was clear about what this meant. 
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The cues axis was less successful as it was sometimes difficult to differentiate between 
how implicit and explicit meanings could be interpreted.  
 A problem occurred when there was more than one type of trace in a single 
photograph, which made it difficult to choose where the image should be placed along 
the axis. The solution to this might be to have multiple copies of the photographs that 
have more than one trace in them although it still might be unclear which trace is being 
referred to. The lack of a 3rd axis to explode the pictures out from made it difficult to 
easily see some of the images as they became layered on top of each other. 
 
4.1.8 Summary & Next Steps 
In this pilot study, a group of participants used a small amount of support material to 
apply an existing framework for the problem of understanding collaboration in public 
space. This led to the collection of a large set of visual material that fitted into the initial 
framework. Following some discussion amongst the participants, a new set of themes 
based on the material then started to emerge. These were arranged along multiple axes 
during a short exercise to see how the different material related. This activity helped 
the group to gain a collective understanding of the gathered material through being 
able to discuss and physically sort through it.  
 The next step in developing the method was to apply the lessons learned during 
this pilot study. It involved the creation of an original framework for observing people 
actually using the space instead of only the traces they had left behind. The framework 
needed to constrain the conceptual and physical areas of investigation i.e. setting 
specific themes and locations for the participants to work within. Whilst tightening the 
focus of these conditions, it was also necessary to widen the type of material to be 
collected and deepen an understanding of the observed activity. It was thought this 
could be achieved by putting greater emphasis on writing more scratch notes to 
document the observations. The analysis activities would also benefit from having 
greater structure in the way individual teams and the whole group arrived at their 
understanding. 
 
4.2 Proposed Method 
The proposed method builds on the outcomes from the pilot with a new study that 
would address some of the previous' limitations. In essence, this suggested an 
approach for distributing qualitative data gathering across a group of non-specialist 
observers, reducing the fieldwork activity to a set of simple tasks. These tasks were 
framed and facilitated by an experienced design ethnographer who produced the 
support materials and led the subsequent analysis workshops.  
 A brief summary of the method is provided followed by a detailed explanation 
of each of the main phases of activity. The first stage was splitting the problem of 
identifying opportunities for collaborative technologies situated in a public setting into 
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four themes. Materials for the participants to refer to whilst out in the field were 
prepared and two-person teams were assigned to work on each theme and placed at 
different locations. The fieldwork observations occurred on a single day when a large 
amount of material was collected. This material was then brought back into the studio, 
shared with other group members and consolidated into a secure online space. Finally, 
a workshop was held where the group ruminated over the material they had gathered 
and some directions for further research exploration were identified. The four main 
phases of activity were: 
 
• Materials preparation  
• Fieldwork observations 
• Dump & distil 
• Affinity mapping workshop 
 
4.2.1 Materials Preparation 
A set of briefing cards was designed for the participants to refer to whilst out in the 
field making their observations. This gave each of the teams a key area to focus on both 
conceptually and physically.  One side of the card detailed a research theme with a title 
and a set of questions whilst the reverse of the card had a map marking out where the 
observations were to be located. The research theme was a title followed by single 
sentence along with 3 example questions loosely related to the theme. The cards were 
A5 size so they were small enough for the participants to keep in their pocket and so 
easily referred to if needed. The cards were also laminated to make them robust in case 
the weather conditions were not favourable. 
 
4.2.2 Fieldwork Observations 
This phase of work is where the participants went out into the field and made their 
observations. The participant group were split into equal numbers of people and each 
team was given a briefing card containing a specific theme. The whole group was 
briefed before setting off to make their observations. It was suggested that one person 
took the role of writing notes and another person of capturing visual material. If it was 
felt necessary, the team members were free to switch roles at any point during the 
exercise. The importance of keeping communication flowing between members was 
stressed so that there was a shared plan of action for what was being observed. The 
teams were encouraged to take plenty of breaks, as making the observations could be 
quite an intensive exercise. During these breaks, they were able to use the opportunity 
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to talk about how the task was progressing. The teams were asked to keep any 
observations in context so that they were mindful of the environmental conditions, 
time of day and density of people in the space they were observing. 
 
4.2.3 Dump & distil 
This was the process of putting all the fieldwork data into a form so that it could be 
worked with further. It began as soon as the observation activity was completed. The 
teams were asked to write-up another version of the scratch notes they had recorded 
immediately after making their observations so that nothing was forgotten, as this 
might easily happen otherwise. The whole group came together to discuss their 
observations and reflect upon the process they had gone through whilst out in the 
field. From the outset, the group were encouraged to remain analytical about their 
observations by not jumping ahead into thinking about designing new solutions. They 
were asked to discuss their strategy throughout the task, how they interpreted the 
individual research questions and how they approached working in each location. The 
group were guided to create backups of all their notes in case they were lost and also, 
they could be easily shared with each other. To facilitate this, secure network drives 
were created where everyone was able to pool their data for further analysis. 
 
4.2.4 Affinity mapping workshop 
The final part of our method involved a workshop to help reach a shared 
understanding of the material that had been gathered. The teams were asked to make a 
pass through their fieldwork data and extract items of interest onto post-it notes. Each 
team was guided to use 1 colour of post-its and initial each note so that if necessary, 
the data could be queried later on in the process. Once the groups had written out their 
notes, they started to arrange them into sub-groups and used index cards to write 
headings above the groupings. A photograph of each team's notes was taken at this 
point so if needed, the layout of notes was saved and would be referred back to later 
on. The final part of the workshop involved all of the teams pooling their data together 
to see any overall findings that could be arrived at. This involved taking down the sub-
headings from each group and arranging these into super-headings across all of the 
groups. The original post-it notes were pulled into these new super-headings so it 
could be seen how appropriate they were. It should be stressed that this activity could 
be repeated a number of times to see if the same or a different understanding is 
reached. 
 
4.3 Field Study Two 
Following the results of the previous Urban Traces study discussed earlier in this 
chapter, it was decided to develop the method by creating a number of themes and 
targeting specific physical spaces related to them. 
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 To illustrate the method, a study using observations of the interactions taking 
place in public settings will be discussed. The outcomes of this study provided both 
insights into how to design for such contexts along with techniques for managing the 
research process. The ethics committee application and approval for this study can be 
found in Appendix 4.1. 
 
4.3.1 Questions 
The study set out a group of themes to guide the observations based around the 
industry sponsor's corporate description, which was “NCR Corp. provides technology 
and services that help businesses connect, interact and transact with their customers.” The 
research themes were thus defined as connections, interactions, transactions and 
conversations. The conversations theme was added as the broader aim for this work 
was to find design opportunities to encourage shared experiences in a public setting.  
The research questions for the fieldwork observations were split across the 4 different 
themes. Each theme was explained using a sentence outlining the focus of the 
observations and then 3 follow-up questions that the participants were asked to try to 
answer. The themes, explanations and questions were as follows: 
 Connections - Observe how people navigate their way through physical public 
space using the way finding systems that are present. How useful are the existing way 
finding systems? Where do clusters of people and flows of activity occur? What would 
happen if the way finding system were to fail? 
 Transactions - Observe how the exchange of information, goods & services is 
facilitated.  What are the social norms and practices taking place around self-service 
kiosks? How are people using public space as a platform for collaboration? Where is 
technology being used and why? 
 Interactions - Observe how people interact both with each other and with the 
systems that are present in public space. How does the space affect the way in which 
people behave? Where is one-to-one & one-to-many communication occurring? What 
kinds of technology are present and why are they there? 
 Conversations - Observe the patterns in behaviour for ways in which people 
congregate in public space. What are the differences between how large groups of 
people behave in comparison to small groups & individuals? How does the physical 
layout affect places that people gather? Where are the empty spaces and why are they 
so? 
 
4.3.2 Participants  
Fourteen students on a Masters of Design Ethnography (MDE) participated in the 
study (n=14: 4 male, 10 female). This was an entirely different group of students from 
the first study discussed earlier in the chapter. The participants were once again 
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The city centre of Glasgow was chosen to carry out the fieldwork activity. Glasgow is 
the largest city in Scotland so there was likely to be a relatively high volume of activity 
there on the day of the fieldwork. Four separate physical spaces were set out to match 
the research themes. The connections teams were located in Glasgow Central train 
station; the transactions teams were located in a shopping centre called The Buchanan 
Galleries; the interactions teams were located in Buchanan Street and the conversations 
team was located in George Square. Prior permission was sought to make observations 
in the train station and shopping centre locations. No permission was given to take 
photographs or record video in these locations, so these particular teams had to rely on 
note taking and sketches to record their observations. 
 
4.3.4 Materials 
Each group was given a plastic wallet containing: a briefing card (contents discussed 
above under questions), sketchbook, notebook and pencil. 
 
4.3.5 Procedure 
The study was split into 3 sessions: 
 
• Fieldwork involved a trip to Glasgow to carry out fieldwork observations. 
• Dump & distil workshop where the groups discussed their experience of carrying 
out observations and explored ways of presenting the gathered material. 
• Affinity mapping workshop enabled participants to analyse and synthesise their 
fieldwork notes and other types of material. The purpose of this was to find a 
set of insights based on the observations that each team had made. Following 
on from this, the group tried to make overall sense of activities that had gone 




The fieldwork activity began with a briefing in the city square. Participants were put 
into pairs, creating 7 teams and then the briefing packs were issued. The teams were 
given the option of assigning roles themselves but it was suggested that they split up 
the activity so that one person had the role of keeping notes and the other person 
drawing sketches visually representing any observations. They were encouraged to 
keep communication flowing between each other whilst working on this activity.  
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The teams were asked to use the materials provided within the pack to help record 
their observations. The interactions and conversations teams, who were working outside, 
were also asked to use a digital camera to take photographs. The transactions and 
connections teams were working inside so had to rely solely on written notes and 
drawn sketches. 
Two bursts of activity were scheduled to take place on the day of the fieldwork. The 
first period lasted an hour and half, which allowed each of the teams to become 
acquainted with the research questions and familiarised with the locations they were 
observing. 
 After the first burst of activity, all the groups gathered at a cafe to discuss how 
the fieldwork was going. This enabled them to talk about any problems that had 
occurred in the first pass of their separate spaces. Some issues that arose from this 
discussion were: 
 
• Feeling overly visible whilst note taking and strategies for taking notes discretely. 
• Having difficulty in deciding what to focus on when there was too much 
happening at once to be able to record everything. 
• Pretending to do something else other than observing so that the notes could be 
memorised and then recorded shortly after. 
  
Once the group had finished their discussion, they split up once again into their 
individual teams and set off back to their designated spaces. This gave them another 
hour to make some further observations. 
 
4.3.7 Dump and distil 
A week after the fieldwork, participants were asked to discuss how they managed the 
fieldwork process and how they interpreted the research questions they were set. They 
also answered questions related to the design of the study, the location and their use of 
the materials provided. 
 
4.3.7.1 Approaches to Fieldwork 
There was a mixture of approaches to making the observations in pairs. The 
conversations team decided to stay together throughout the fieldwork activity. This 
gave them the opportunity to have a continual dialogue about what was being 
observed. Conversely, both the interactions teams separated whilst taking field notes 
and regrouped at set time intervals to discuss strategy about where to focus 
observations next (Fig. 4.13). A common approach was to take an initial walk through 
the space to become familiar with it and then plan how to break the observations down 
into manageable chunks of activity. One of the interactions teams did this by splitting 
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the timing of their observations equally for separate parts of the street so that they 
could systematically move down the street in 20-minute intervals. 
 All of the participants appeared to follow the instructions to allocate specific 
roles to each team member. There was commonly someone within each team who was 
stronger at recording things visually in comparison to taking written notes. Many of 
the teams switched roles at various points to try and gain a different perspective on the 
activity although, in relation to their drawing abilities, this meant that some team 
members were slightly outside of their comfort zone. 
 Where there were 2 teams working within the same space, they negotiated 
amongst themselves to try and eliminate the possibility of a crossover. For example, 
the 2 teams working on the transactions theme inside the shopping centre deliberately 




Fig. 4.13. One of the Interactions teams working out a strategy. 
 
A common occurrence was the groups finding it beneficial to have a higher point of 
view to make their observations from. The connections teams made use of the balconies 
that were available in the train station and the interactions teams used a set of steps 
outside a concert hall to gain a better vantage point. The teams felt that this provided a 
better overview of the activity to be observed. 
 Many of the participants noted that they would like to return to the spaces again 
to go over some of the details they might have missed the first time around. For 
example, checking on the sequence of events a person who is interacting with a self-
service kiosk has gone through. They also thought returning at various times of day 
when the spaces are quieter or busier would be useful.   
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4.3.7.2 How to Share Material 
The next step was to discuss how to go about sharing the fieldwork material between 
all of the teams. One of the participants suggested using a large physical map of the 
location to annotate their observations with over time. This might have been difficult 
for some of the interior spaces where maps were not so easily available. This also 
jumped very quickly to a physical space metaphor for understanding the material 
whereas at this stage, we needed to remain thinking about it in a more abstracted way. 
 A secure virtual sharing space was set up for participants to place their fieldwork 
notes and images into in preparation for the final analysis workshop. This gave the 
participants an opportunity to see how other teams had approached the problem of 
how to keep easily readable field notes and the recording of other fieldwork material. 
The total amount of fieldwork material uploaded to the sharing space was 55 sketches, 
175 photographs and 33 pages of notes. Each of the participants used a login name to 
sign into the shared virtual space so that the ownership of the content could easily be 
tracked. The fieldwork material was uploaded in a variety of formats ranging from 
single image files to packaged PowerPoint presentations. It would have been useful to 
agree a standard format beforehand to make it easier to sort through the material in 
preparation for the workshop. Also, it would have been much easier to process the 
images if the individual instances of the image files were uploaded instead of, for 
example, embedding them within a PDF. 
 
4.3.8 Affinity Mapping Workshop 
A final workshop session was held in order to make sense of the vast amount of 
gathered fieldwork material. The aim was to quickly reduce all the material into a 
shared understanding across all themes from the previous fieldwork activity. Given 
the time constraints, affinity mapping was selected as a suitable method. 
 The affinity mapping process involved extracting notes and ideas from a larger 
piece of text or other material then writing them onto sticky post-it notes. Once this 
was done, the next step was to try and organise the notes into sub groups to see if new 
themes emerge based around the particular notes that were extracted. The workshop 
plan was to repeat this grouping process multiple times: firstly, working within each of 
the small teams of 2 participants, then working with both teams across each theme and 
finally everyone working across the overall themes with the whole group of 
participants. 
 
4.3.8.1 Workshop Materials 
There was a group of materials that were necessary to carry out the workshop: a 
supply of post-it notes in 4 different colours; white index cards for recording theme 
headings; 8 sheets of A1 black paper; marker pens and drawing pins. Also, the day 
before the workshop, the group was asked to print out and bring along a hard copy of 
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their field notes. A selection of the visual material that was uploaded to the shared 
folder was printed out and pinned onto the walls.  
 
4.3.8.2 Field Material Tagging 
Each of the teams was asked to make a pass through the opposite team's field notes 
working within the same theme. Each piece of extracted material was written onto a 
single post-it note and stuck onto a sheet of black paper in no particular order. The 
teams were asked to keep to one colour of post-its so the source of the note could be 
traced. The purpose of this exercise was to allow the team to offer a different 
perspective on someone else's field notes. This also meant that the field notes had to be 
written in a clear enough way so that other people could make use of the material. 
 
4.3.8.3 Grouping Material 
The participants returned to the post-it notes that had been recorded for them by the 
other team. They were then asked to read through the notes and start grouping these 
together as they deemed appropriate. Headings for each of the groups were written 
onto index cards and placed above them. 
 
4.3.8.4 Grouping Themes 
This activity involved asking the 2 groups working on the same theme to bring 
together their notes to see where the commonalities were between them (Fig. 4.14). The 
two sheets of black paper were joined together so there was a shared space for the 
groups to work within. This exercise allowed the teams to filter out duplicate sets of 
groupings. It also required the groups to explain the notes they had written for each 
other previously and come to a shared understanding about the activity going on in 
each of the physical spaces they had observed. 
 The ways in which the groups manipulated the post-it notes in the space 
available was interesting. One of the groups moved all of their notes onto one side of 
the black sheets so that they had a clear space to organise them within. They could also 
be seen placing groups of notes at an angle on the paper as a way to differentiate them 
from the others. Once each of the teams had finished grouping their boards, they were 




Fig. 4.14. The Transactions team's board showing their integrated data headings. 
 
4.3.8.5 Extracting Super Themes 
At this stage, we had to step back from original themes and try to arrive at an overall 
understanding of the activity in the city centre on that particular day. The participants 
were given half an hour to look over the notes and themes all the other teams had 
identified during the previous set of activities. All of the headings written onto the 
index cards were pulled off the wall and collected into a pile. The participants then 
gathered around a large table and all of the headings were laid out onto it. This 
allowed everyone to see where there might be some overall groupings for the headings 
to fit. The duplicate headings and those that were quite general, for example 
“Technology” were removed from the table. 
 Following a brief discussion amongst the group, it became apparent there was a 
clear split between the interactions people have with each other and their interactions 
with space and technology. The participants allocated separate areas of the table for 
each of these groupings and set about putting each of the headings into these spaces. 
The interactions between people  grouping were given the title “Interpersonal 
Interactions” and twelve headings were placed under this. The interactions people 
have with space and technology grouping was given the title “Ways of Interacting” 
and twenty-six headings were placed under this. A photograph of each of the 
groupings was taken so they could be referred to again later on. 
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4.3.8.6 Evaluating Super Themes 
In order to find out if the themes identified were appropriate, the original sticky note 
field material was referred back to. This would allow the group to see how all of this 
material would fit into the new super themes that were identified. The participants 
were instructed to split themselves into two large groups and divide the space in half 
down the middle of the table. 
 The groups were asked to pull all of the notes off the wall and place them under 
each of the super themes (Fig. 4.15). This enabled the groups to start from scratch again 
in relation to how they perceived the individual pieces of material. This introduced 
them to the idea of not being too precious about the original groupings they had set 
out and start thinking in new ways about organising it. 
 
 
Fig. 4.15. The group arranging the fieldwork material under the super themes. 
 
This exercise enabled the group to see how valid each of the super headings were. The 
team working on the “Ways of Interacting” super theme split their groupings up again 
into two, which were “Interactions with Technology” and “Interactions with Space”. 
Also, some of the notes were split between the two super themes so were placed along 





4.3.8.7 Thinking Across Axes 
Due to the limitations of the tabletop space, the group quickly started to run out of 
room. In order to lay the data out more coherently, one of the participants suggested 
arranging the data along different axes. Coincidentally, within the studio space there 
was a set of wooden exhibition stands. The participants used masking tape attached to 
them to mark out separate axis. These axes were ‘person' to ‘people' along the X-axis, 




Fig. 4.16: The axes the workshop participants identified. 
 
This provided the group with a new space to think about all of the gathered material 
that had emerged from an attempt to organise it under the super headings. The 
workshop was drawn to close at this point as it had already run an hour over the 
original scheduled time. Photographs of all the post-it layouts were taken at the end of 
the session to document how far the participants had progressed with analysing the 
material. 
 
4.3.9 Navigating the Data 
Once the workshop had been completed, there was a vast amount of data that would 
help to map out the problem. These were: the scratch notes & sketches; the digitised 
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written up notes, photographs of the affinity boards at different stages of the 
workshop, the axis model, the unsorted post-it notes and index card themes. 
 When looking through this data, there seemed to be a regular need to zoom in 
and out of the different levels of material that was gathered. The different levels of 
information that are regularly accessed included: 
• themes  - top level providing colour-coded groupings of all themes created 
during the affinity mapping process.  
• groupings - themes that have grown out of the arrangement of the individual 
tags. 
• tags - recorded tags capturing any individual ideas based on an initial survey of 
the source material. 
• source - the original scratch notes, sketches, images, sounds or video recorded 
whilst out in the field. 
 
 
Fig. 4.17. A screenshot of the prototype tool. 
 
A web-based application was prototyped to see how these levels of information might 
be interacted with using a screen-based tool (see Fig. 4.17). The gathered material from 
the affinity-mapping workshop was used as example content to build this tool around. 
This prototype was only a sketch of an idea for how such a tool might operate. Future 
work requires enhancing the interface to allow zooming interaction for the content and 
adding the database backend to help manage the different types of media. In addition, 





4.3.10 Reflecting on the method 
The week after the affinity workshop, interviews with four of the participants were 
held to discuss their experience of working with the fieldwork data in a large group. 
The outcome of this discussion helped us to identify a number of points that could be 
explored further with the future iterations of the methodology. The issues we have 
identified were: 
 
 • Sharing context 
 • Descriptiveness of field data 
 • Physical access to the affinity boards 
 • Information overload 
 • Working across the different axes 
 
4.3.10.1 Sharing context 
As the two teams worked together under each theme, there was a sense of familiarity 
with the field notes and being aware of where they had come from. An interviewee 
working on the connections theme noted that the opposite team had observed the same 
activity from another perspective so this helped to validate their own insights further. 
This had felt like they were “reading a guide book for a city they had visited before” so 
there was a clarity that could be gained from analysing these observations. 
 It helped that the teams were working in the same place in the same time frame 
so they were able to crossover and relate perspectives. If they had to work with a 
group that had been located at different locations, it might have taken much longer to 
explain some of the meaning of what had been observed. 
 
4.3.10.2 Descriptiveness of Field Data 
When reading through another team's field notes, there was a recurring need to have 
set out a standard way for writing clear field notes so that others can make use of them 
more easily. Some sets of notes were written like a story in the format of long 
paragraphs. There is a need for a shared format that requires the fieldworker to 
indicate timings next to each of their pieces of data along with bullet points or sub-
headings so that it is easier to derive key ideas from later on. 
 It was felt that the exchange of field notes was a useful exercise to gain a different 
perspective on the activity but important pieces of information were sometimes left 
out. Conversely, a fresh pair of eyes reading through the field notes occasionally pulled 
out new pieces of data that the original author might not have been able to spot. 
When extracting the data onto the individual post-it notes, there was often difficulty 
with the level of detail that was recorded onto each note. For example, writing a single 
word that could have multiple meanings depending on how it is interpreted. There 
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needs to be a pre-agreed level of detail for writing each note so that they can be easily 
shared and discussed. 
 
4.3.10.3 Physical access to the affinity boards 
During the workshop, there was a contrast between the earlier tasks where the 
participants were working in small groups vertically on a wall and the later stages 
where the large group was working horizontally on a tabletop. The horizontal layout 
created a physical barrier of people so some had an advantage over others by it being 
easier to read the notes based on the position that they were in. This made some people 
quite dominant so they were blocking the view of others who were trying to read the 
notes. A solution to this problem would be to break down the large group across 
multiple tables so there is equal access and people are not continually jostling for the 
best position. 
 
4.3.10.4 Information overload 
One of the interviewees stated that they had felt almost panicked at the huge amount 
of information that was laid out on the tabletop and it took real effort to re-engage with 
meaning behind each note. As there was so much to take in at once, the meaning of all 
the words had quickly started to disappear. A way to resolve this might be to start 
turning some of the notes into visual representations. This could help to make some of 
the concepts more approachable and free up thought process to concentrate on the 
ideas being represented instead of trying to always understand the meaning of the 
words. 
 During the final stages, there was often a lot of duplication in the data. It would 
be worthwhile to start stripping out some of the extraneous notes and only work with 
the most important ones instead. This would help the key ideas come to the surface so 
they could be concentrated on and not get distracted by things of less importance. 
 
4.3.10.5 Working across different axes 
At the end of the workshop, when the group had zoomed out of the final exercise, a lot 
of the information had been internalized at this point and led to constructing a physical 
model with multiple dimensions of meaning. This started off with 2 dimensions but 
then it was realised that 3 dimensions would be necessary. The participants thought 
that it would be too difficult to think in 3 dimensions but they could quite easily work 
across 2 planes at a time so the analysis could be broken down and then rebuilt again 
afterwards. For example, with the person to people axis and tech to non-tech, these 
could be broken down into four separate quadrants and then the teams could work on 





This section summarises the activities performed during the chapter, reflects on the 
main findings and outlines the next steps. 
 
4.4.1 Summary of Activities 
This chapter presented two studies, which demonstrated the development of the 
divergent phase of the DiCER method to support the gathering of material by a group 
of novice fieldworkers. The first study used an existing framework to gathering visual 
material that showed human activity in the built environment. The second study built 
upon the first by developing its own framework and creating a set of themes that were 
investigated across four different types of public settings. This helped to identify issues 
related to the design of support materials whilst conducting fieldwork and explored 
different ways of analysing and presenting the results. It also highlighted the need for 
customised tools to support recording of observations in large public settings. 
 
4.4.2 Reflection on Main Findings 
The following section will discuss the development of the divergent phase of method, 
the design of the support materials and the additional contribution made from 
applying the method. 
 
4.4.2.1 Developed Method: Divergent Phase 
There has been a significant development in this chapter where a new approach for 
structuring the collaboration of multiple novice design ethnographers has been 
demonstrated. This has made use of a large group of non-specialists who contribute 
their efforts to a shared task. The rationale for developing this method has been to 
provide a way to gather consumer experience research within a large company such as 
NCR. 
 
Fig. 4.18. DiCER Method: Divergent Phase Developed in this Chapter 
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A visualisation explaining this phase of the method (see Fig. 4.18) shows an 
experienced ethnographer co-ordinating a group of non-specialists to carry out 
fieldwork at a set of locations and individual themes based at each one. The fieldwork 
activity and subsequent analysis then helps to generate a large set of data which is 
reduced down to a specific location and focussed theme to take forwards into the next 
phase of the method. 
 The method has made use of multiple themes (e.g. connections, transactions, 
interactions and conversations) appropriate for the company where the results were 
destined. These themes were matched up with the company tag line to help ensure the 
results were relevant to their intended audience. This approach is in line with the drive 
towards innovation in companies like NCR where employees take internal ownership 
of the company brand (Abbing & Gessel 2008) beyond it previous role of merely being 
used for external marketing purposes. The use of a distinctive set of themes also helped 
to provide a broad range of concepts that could be interpreted differently by the teams 
working on each. 
 The method also made use of different physical spaces where each of the teams 
carried out the fieldwork. These were split across a shopping centre, high street, city 
square and train station. This helped the fieldworkers to constrain where to make 
observations of the different types of behaviour, which were prevalent in each of the 
spaces. These instructions were important as they helped to limit the crossover 
between multiple teams so that more ground could be covered in a short space of time. 
The spaces themselves can be linked to particular lines of business that NCR work 
within. The shopping centre, high street and city square locations were relevant to their 
financial and retail lines of business which chiefly focus on ATMs and self-checkout 
facilities. The train station may also find examples from these lines of business as well 
as being of interest to their travel set of offerings that includes self-check in solutions. 
 There were seven teams of pairs in total who were tasked with gathering the 
fieldwork data and each team was allocated a theme and designated physical space. 
This approach enabled a short burst of intensive activity on a single day to enable the 
production of a considerable amount of fieldwork material. It was a different way of 
working than normal as it only allowed for a short amount of reflection on the day 
itself rather than a longer period of time to further refine the research questions.  
 The co-ordination of the fieldworkers required a great deal of planning to 
identify the themes, appropriate spaces, negotiate permissions where required and 
create the necessary support material. It was important to have these tasks centrally 
organised so the fieldworkers were all working together for a common purpose. The 
provisions of such a support structure for the fieldworkers also enabled them to simply 
concentrate on the key fieldwork activities of making observations and recording field 
notes. 
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 The timescale for conducting the fieldwork activity was only half a day so this 
was very limited in comparison to the much lengthier periods of fieldwork that a 
smaller team of ethnographers would normally engage in. Such a short amount time is 
comparable to what is available in a company where there are limited resources, 
expertise and multiple projects to contend with. It is conceivable that a company like 
NCR would use designers and other employees with a stake in understanding the 
consumer experience to conduct such short bursts of fieldwork activity. The small time 
factor is therefore quite a realistic proposition and offers at least some experience of the 
field to a wider group of employees than would be available otherwise. 
 The follow-up analysis workshop continued in the same format as the 
fieldwork activity by limiting the material to the themes and physical spaces that were 
used in the initial support structure. The individual teams working on each theme 
were encouraged to switch field notes with the other team who were working on the 
same theme and location so they could offer an alternative perspective on the material 
that had been gathered. This enabled the teams to work in a shared context to compare 
what they had seen and also gain insight into the others' field note writing techniques. 
 The studies in this chapter offered some validation of the method, as they were 
able to demonstrate the potential for making using of a large group of fieldworkers in a 
short space of time. One limitation was that it made use of a group of students, so it 
requires further validation with a different group more similar to what would be 
found within industry. Nevertheless, there were some substantial outputs indicating 
what techniques worked well and where difficulties were encountered. This showed 
the next steps for a further study examining closer collaboration between a designer 
and ethnographers over a more prolonged period of time. 
 The field notes that were produced had a very limited level of depth, as there 
was not an opportunity to engage in more visits to the field where the fieldwork 
protocol could be refined further. This meant the field notes could only convey an 
initial impression of the field rather than the much more nuanced account that could be 
constructed across multiple visits at differing times of day. This limitation has to be 
factored in by being realistic about what is possible through this approach when 
defining the scope of the research and the expected outcomes. 
 A sketched visualisation of the divergent phase of the method (see Fig. 4.19.) 
helps to show the different activities that were engaged in and what they delivered at 




Fig. 4.19. Sketched visualisation of the Method's Divergent Phase 
 
It is not coincidental that there is some striking resemblance to the knowledge funnel 
(see section 2.1.1) as the same type of deductive research process was engaged in that 
this lens on activity also attempts to portray. This moved from a very divergent space 
at the top to a much more defined set of overall findings at the bottom once fieldwork 
and analysis activities had been completed. The final stage of the analysis workshop 
attempted again to expand the opportunity space by situating the fieldwork material 
back into a newly constructed space of meaning. It must be emphasised that, if there is 
time available, each stage of the method can benefit from multiple iterations through 
moving back up a level to re-evaluate the previous material based on the 
understanding that has been arrived at.  
 
4.4.2.2 Support Materials 
The support materials that were provided to the participants in both of the studies 
discussed in this chapter (see Fig. 4.20 and Fig. 4.21) were significant in helping to 
guide the fieldwork activity.  
 
  
Fig. 4.20. Support materials provided to the fieldworkers in the first study. 
Larger version in section 4.1.4. 
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Fig. 4.21. Support materials provided to the fieldworkers in the second study. 
See section 4.3.1 for an explanation of the content. 
 
These took the form of small cards, which could be easily referred to whilst out in the 
field. They were designed to be robust so were printed on thick card and laminated to 
provide protection from bad weather. This gave them a good level of finish and helped 
portray them as an object to be used rather than simply a printed document. 
 The material on the first card of the Urban Traces pilot study was completely 
generic so it could be used in a range of settings where the listed types of material 
might be found. The second set of cards for the follow-up study were much more site-
specific so they were tied to a theme and situated at the particular location indicated on 
the map. The bespoke nature of these cards made them more special as they could only 
be used in the place they were designed for. 
 An unresolved issue at this stage is that it is unclear if these cards might be 
necessary to support the fieldwork activity over a more extended period of time. They 
have shown their ability to act as a bridge when initially stepping into the field and 
easing the transition of the fieldworker into their role. The support materials may 
therefore have a limited lifespan as, once the fieldworker has familiarised themselves 
with the field and card content, they are no longer required. Similarly, if multiple visits 
to the field were made, the research focus would shift and evolve beyond the starting 
points set out by these cards. 
 
4.4.2.3 Additional Contribution From the Studies 
Although the main focus of this chapter has been the development of the method, a 
side effect of these studies has been the overall findings the fieldwork generated and 
future directions they indicated. These were related to the socially isolating effects of 
mobile devices in public spaces as they succeed in directing attention inwards through 
the use of headphones and small screens. This opens up the opportunity of fostering 
more social interaction between people in such settings by making use of the physical 
space they occupy. The topic will be a useful example to work within the next stages of 
developing the method having converged upon a more focussed problem. 
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4.4.3 Next Steps 
The next chapter will discuss the convergent phase of the method where it will be 
developed further in a specific context with a more focussed problem. To illustrate this, 
ways of understanding and encouraging interaction between strangers waiting on a 
railway station concourse will be explored. 
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This chapter will discuss the convergent phase of the DiCER method where a research 
theme has been defined to a specific design opportunity through the previous phase of 
the method. It will demonstrate the potential benefits of collaboration between 
researchers and designers during this stage of work. This was explored using a case 
study of activity on a railway station concourse and sought to refine techniques for 
making observations, gathering field data, analysing the material and communicating 
the results. The material this generated then informed and rationalised a design 
intervention to encourage strangers to engage in conversation. The case study helped 
to demonstrate the emergent issues when a designer participates in fieldwork and 
begins to exploit the results of an ethnographic research effort.  
 The discussion in the previous chapter sought to understand the larger context of 
many different types of public space and the wide range of collaborative activity taking 
place. This chapter presents in-depth field research focussed on the specific context of a 
railway station concourse and the conversations between strangers waiting there. This 
progression in design research can be viewed as a divergent phase followed by a 
convergent phase (Laurel 2003). The previous chapter also outlined the need for tools 
to help map activity taking place in a large public space and highlighted the need to 
return at different times to understand changes in patterns of use. This chapter will 
address these issues along with showing how relevant tools were prototyped and 
deployed to help support the overall fieldwork process. 
 Whilst the method used and tools developed for understanding social interaction 
are the main focus, the themes generated from the research activity and the design 
process behind the concepts they helped to inform will also be discussed. 
 
5.2 Observations in the train station 
The initial study involved making observations at a train station to understand the 
existing activity of people using this space. This section will firstly explain who 
participated in the study and the location where it took place. The methods used to 
make the observations and the tools used to help record the material will then be 
discussed. After this, the fieldwork activity will be described followed by the analysis 
workshop to understand the gathered material. Finally, we will present the key themes 
that were arrived at through the analysis activity. The ethics committee application and 





5.2.1 Who Was Involved 
The study involved working in collaboration with two design ethnography students as 
part of a final semester MSc project. The role of the thesis author was to be the 
designer, client and supervisor for the results of the ethnographic fieldwork the 
students carried out. The design ethnography students were set the brief of 
understanding the precursors to social interaction between strangers waiting in a train 
station. This work then helped to inform the selection of a design concept to encourage 
stranger interaction. Other partners in the project were a visiting researcher from Intel 
People and Practices Research group whose interest lay in developing methodological 
approaches for understanding activity in public spaces. This participation involved 
regular meetings with the design ethnography students during the initial planning 
stages and throughout fieldwork phase of the study.  The industrial sponsor NCR also 
contributed further funding to this project with mentoring and support provided by 
the Director of Advanced Technology and Research. NCR were supportive of the 
motivation to encourage strangers to interact in a train station as transit locations are of 
particular importance for their travel line of business. Although the social aspect of the 
interaction was less functional than what would normally be considered for a self-
service kiosk, it was a more focussed subject than the broader topic of ‘collaboration' as 
discussed in the previous chapter. There is further rationale for the design intervention 
explained in section 5.3. 
 The thesis author's contribution to this study was from the outset and throughout 
all of the research activities. The initial topic of research was based on the opportunity 
that was defined during the previous study at the railway station location. The needs 
of the MSc students were to work in collaboration with an industry partner. 
 
5.2.2 Location 
The previous study observing collaborative activity in large public spaces (see Chapter 
4) identified the railway station concourse as an area for further potential investigation 
into the precursors to social interaction between strangers. The Waverley Station in 
Edinburgh was first considered as a potential study location. Contact was made with 
the train station operators seeking permission to base the study in this location. 
Unfortunately, this was refused even before there was an opportunity to meet with the 




Fig. 5.1. Glasgow Central Station - The main research location.  
 
An alternative study location at Glasgow Central Station (see Fig. 5.1) was approached 
instead. The operations manager was contacted and a meeting was arranged to discuss 
the study further. During this meeting, the designer and the two ethnographers 
discussed the purpose, aim and objectives of the study. When the issue of the design 
intervention was discussed, it was explained that this was going to be made based on 
the results of the observation activity in the train station. It was agreed that a follow-up 
meeting would be organised when the intervention concept was ready as it would 




The methodology was (based around) an ethnographic study using a pair of trainee 
ethnographers who collaborated with a designer to makes observations of people on a 
railway station concourse. The results were to inform design of concepts for an 
intervention in the space.  The research questions were designed to explore the factors 
influencing strangers' interaction in public spaces. These were:  
• How do people organise themselves in a public space? 
• What activities and behaviours lead up to conversations between strangers?  
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An additional focus was to understand how to map any conversations and the 
different forms they take. This ranged from simple eye contact to chitchat through to 
more serious information exchange. Thus, the research focus in this respect was: 
• What meaningful data and metrics could be gathered to record this activity as 
opposed to merely anecdotal evidence? 
Pre-fieldwork studies at a variety of other locations were conducted to develop tools to 
support data collection. During this period, the ethnographers experimented with 
many data collection techniques. This helped in discovering early limitations with 
conventional observation and note-taking methods, especially at busy public locations. 
This provided an opportunity to iteratively innovate tools and techniques for data 
collection to be used in the main fieldwork activity. A project timeline was also created 
at this stage (see appendix 2.2) setting out the schedule of activities for each phase of 
work in the study. 
 
5.2.4 Tools 
Challenges faced during pre-fieldwork experiments became opportunities to innovate 
some tools for data collection using both qualitative and quantitative techniques. 
Primarily, this was a transparency flipbook and a time-lapse recording of the space. 
 
 
Fig. 5.2. The transparency flipbook. 
 
The transparency flipbook (see Fig. 5.2) used a map of the physical space where the 
observations were being made. This was to capture details such as the position of 
people relative to the space, the trajectory people were moving in, time frames, age 
groups and genders. A basic map of the research location (see Appendix 2.6) was 
positioned behind a transparent sheet of plastic so notes and symbols could be marked 
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where an observation had taken place. Post-it notes were used to record short 
descriptive notes and these were fixed next to the relevant item on the plastic sheet. 
Different roles were assigned when this method was applied; so one person used the 
transparency flip book whilst the other used more traditional detailed descriptive 
notes. 
 To help improve the positioning further, a grid system was used over the map. 
This grid used numbers along the horizontal axis and letters along the vertical axis. 
This allowed each area to be referenced with a unique code such as “4e”. This 
approach to naming was also beneficial for the descriptive note taking so the 
researcher's observations and notes could be co-ordinated. The researchers were 
positioned strategically so they could support each other's observations. As the 
concourse had balcony areas to either side of it, this allowed one researcher to sit at a 
high level whilst another was on ground level. If a researcher spotted something of 
interest, they could alert each other so an alternative view was gained from either 
vantage point.  
 There were markings placed at the corner of the flipbook map and across all of 
the transparency sheets to allow the reference points to be aligned with each other. 
Observations were recorded on each transparent page which were used only for a 
limited time frame or until the page became full. 
 
5.2.5 Fieldwork 
At the main research location Glasgow Central train station, 7 days of fieldwork 
(totally 28 hours) was conducted over a span of two weeks. See Appendix 2.4 for a 
schedule of the fieldwork activity. This covered weekdays and weekends ranging from 
9am to 10pm. Each field visit was for the duration of 4 hours. The thesis author 
accompanied the ethnographers on three occasions during the fieldwork activity. The 
contribution of the thesis author during this time was to make observations and also 
take a series of time-lapse photographs to document activity on the railway station 
concourse. 
 
5.2.5.1 Time-lapse Recordings 
A set of 5 time-lapse videos was created to support the fieldwork material. These were 
recorded from two different vantage points on a high-up balcony in the railway station 




Fig. 5.3. Still from time-lapse shot at 1st position. 
The 1st location was outside the railway station office looking down at the area from the 
main station entrance through to the railway concourse (see Fig. 5.3). This took place 
on a Sunday evening from approximately 7pm until 9pm. The level of activity at this 
time of day and week was a lot less than during peak times. 
 
 
Fig. 5.4. Still from time-lapse shot at 2nd position. 
 The 2nd location was outside the Bon Apartes restaurant looking down across the 
main thoroughfare and seating area in front of the departures board (see Fig. 5.4). This 
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took place on a Monday afternoon from approximately 3pm until 5pm. This was a 
peak time for activity in the station so there was a much higher density of people 
occupying and moving through it at this point. 
 
5.2.5.2 Time-lapse Heat Maps 
The material from the time-lapse sequences was analysed using a specialised piece of 
software from a School of Computing colleague in the Computer Vision department 
(Trucco 1998). This measured the difference between pixels in consecutive frames and 
each time a pixel was different enough between two consecutive frames, its value in a 
“heat map” visualisation was increased by one. 
 
 
Fig. 5.5. “Heat map” analysis from time-lapse shot at 1st position. 
 
The results of the software can be seen in Fig. 5.5 and Fig. 5.6. The regions with high 
activity are shown in red, whilst regions with low activity appear in blue. This showed 
static items within the space such as the concourse furniture and posters stands. 
Carefully studying the resulting images helped inform where a design intervention 
would best be sited to have the most amount of impact. An advantage of this approach 
is that it can be used as data for researchers to analyse and also provide a quick way of 
showing the dynamics of the station to a wider audience. An additional advantage is 
that it can help to show the impact an intervention has made with a simple before and 




Fig. 5.6. “Heat map” analysis from time-lapse shot at 2nd position 
 
One drawback of this piece of fieldwork material is that it only represents the activity 
from one particular time frame. Using this technique over the entire duration of the 
fieldwork activity would have provided visualisations from different timeframes and 
may have shown further patterns starting to emerge. 
 
5.2.5.3 Activity Maps 
The material from the transparency flip-book (see section 5.2.4) was collated to help 
identify any patterns in the activity taking place around the seating area on the railway 
station concourse. The top 3 activities were looking, texting and reading. A total of 9 of 
these maps were created over time spans ranging from 3 minutes to 4 hours in length. 
A note was recorded of the demographic of the observed people, if they were gathered 
in groups or individuals and their waiting activities. The activities of 295 people were 




Fig. 5.7. Collated activity map over a 5-day period 
 
A visual representation of the collected material (see Fig. 5.7) is good way of showing 
the variety of activities people use to occupy themselves whilst in this location as such 
a visualisation may not be possible using only video or photographs. It allows the 
collected data to be seen in separate layers or activities, which can help the reader to 
compare and contrast what is happening there. A limitation of this interpretation of the 
data is that it was collected on three different days and at different times. This has also 
compared a weekday to a weekend slot at differing times so does not provide a 
comparison of the same timeframe. The collection of this material was rather 
challenging so the observations have been limited to the seating area only. 
 
5.2.5.4 Activity, Age and Gender Maps 
Further material from the transparency flipbook was mapped onto a visualisation of 
the space (see Fig. 5.8) along with additional annotations to show people's age, gender 
and if they appeared to be in a group. Amongst other things, this showed the popular 
places for couples to kiss and the instances of groups ‘hanging out' as well as sitting on 
the floor. When the shops or other stalls were shut, people sat close to them and used 
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the walls or shutters to lean on. There was also an increase in the number of groups 
travelling at the weekends. 
 
 
Fig. 5.8. Collated activity, age and gender map over 6-day period 
 
These maps help provide a much more detailed representation of the activities on the 
railway concourse by showing the details of the demographics. It also showed the 
activities people are more likely to engage in whilst in a group compared to as an 
individual. The visualisation does have more depth although a limitation of such an 
approach is managing the collected data, as when there is so much going on it can 
become confusing. The data was collected on a variety of days and timeframes so using 
the same approach consistently on more days may have helped to provide a clearer 
picture. The visualisation is also slightly distorted where there are large groups 
marked in certain zones, as it appears to show the zones had higher activity than other 
when this might not actually be the case. 
 
5.2.6 Analysis Workshop 
A workshop to analyse the gathered fieldwork data (involving the 2 ethnographers 
and the designer) took place over 2 days. The aim of the workshop was to become 
immersed in the large amount of data generated throughout the fieldwork activity (see 
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Fig. 5.9). This facilitated the cross-pollination of design and ethnography, which helped 
the designer as well as the ethnographers to better understand each other's perspective 
of the field material. 
 
Fig. 5.9. The ethnographers during the analysis workshop. 
On the first day of the workshop, the ethnographers and designer took an initial pass 
at the vast amount of data that had been collected to gauge its nature and depth so a 
plan for further analysis could be created. This exercise of categorising the field notes 
in a high-level way saw the data fit into three categories (see the ‘Round 1' element in 
Fig 5.10). These were: 
a. Propellants and Repellents of Stranger Interactions: Factors that either 
mediated or hindered interactions amongst strangers. 
b. Spending Time: Different ways in which people spent their time on the 
concourse. 
c. Spatial Configuration: Elements in concourse's arrangement that impacted 
people's behaviour. 
During the course of the affinity mapping activity, it was clear that the spatial 
configuration (category c, described above) could impact the behaviour of people in 
more than one way. The implication for the intervention was that the design would 
have to take into account understanding the mediators or hinderers to interactions 
with strangers (category a, described above) as well as being aware how people spent 
their time on the concourse (category b, described above). 
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 The data analysis session on the second day made use of the categories from the 
previous day and involved the designer as part of the analysis activities. The purpose 
of this was to ensure the results of the workshop could be understood and were 
relevant for any further design work. The designer had previously participated in the 
fieldwork, which mainly involved taking photographs to be compiled as time-lapse 
footage (see section 5.2.5.1). Therefore it made sense to extend this involvement further 
through contributing observations to the field notes and helping to analyse the 
gathered data.  
 
 
Fig. 5.10. An overview of the analysis workshop method. 
The designer added some observations from the material he had collected under each 
of the three categories created on the previous day. At this point, all of the notes from 
the spatial configuration category were duplicated. The purpose of this was to allow 
the ‘spatial configuration' category of notes to be affinitized individually with different 
categories (see the ‘Round 2' element in Fig 5.10). This happened firstly with the 
‘spending time' category of notes and then secondly with the ‘propellants and 
repellents of stranger interactions' category. Following this, a set of 12 specific data 
clusters were created (see appendix 2.3 for a full description) which were: personal 
gadgets, mediators, hindrances, thresholds, sitting, standing, information, kiosks, 
magnetism, pausing, anchoring and clustering. The 12 data clusters were then reduced 
down to a set of 5 key themes through combining those that were similar. 
 
5.2.7 Key Themes 
The themes that emerged from the analysis workshop were: approachability, the 
moment, anchors, gaze & graze and knowledge transaction. Each of these themes is 
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described in the following section with evidence from the fieldwork data and the 
design insights they offer. 
5.2.7.1 Approachability 
People in the railway station engage in different activities such as watching other 
people, eating, chatting with friends, texting, calling, listening to music, reading or 
using their laptop at times. However, there is a certain state of ‘pause', which is the 
time interval when people were not completely consumed by any activity. The people 
who fit into this paused state were the ones who appeared to be unoccupied and those 
who were reading books/magazines/newspapers who tended to regularly glance up. 
 In order for a design intervention to capture people's attention, those who are 
paused may be more likely to be involved than those who are intent on carrying on 
with another activity. Such people could themselves be initiators of interactions (with 
other people, systems or artefacts). This is useful for design as it helps to identify the 
kind of people open to the possibility of interaction. 
5.2.7.2 The Moment 
People were using personal objects such as books, iPods, phones and laptops while 
waiting at the station. As we recorded the duration of people's various activities, we 
could see how the average waiting time on benches related to activity they were 
engaged in: 
• People who mostly text/call using their phones waited for around 15-30mins. 
• People who used laptops waited for around 30-60mins. 
• People who read books, magazines, newspapers or solved puzzles waited for around 
60-90mins. 
Most people who call/text were standing away from the benches, outside the floor line 
area, in front of the departure boards. This leads us to conclude that if people are using 
laptops or reading, they are more likely to be in the station concourse longer and hence 
may be more approachable for interactions. 
5.2.7.3 Anchors 
People clustered around existing objects (poles, boards, walls, benches, stalls) as 
anchors for certain activities such as people watching, texting/calling, reading, eating 
and greeting people. When they were clustering on benches, they watched people, ate 
food, read, used laptops, listened to music or chatted with friends if they were in a 
group or texted/called. They preferred to call if both seats around them were empty 
and mostly texted more than called when they were sitting on benches. 
 When a whole row of benches was empty, people started to occupy it on both 
ends and then the central space was occupied next. There was a preference to not sit 
beside a person, but to sit after a gap of 1 or 2 seats in between. 
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 People who stood beside the floor-mounted posters and put their bags down 
watched the departure boards, called or texted. They tended to lean on to more sturdy 
objects like a pole, information panel stand or the wall of a shop, while calling/texting. 
The people standing outside the public toilets were mostly texting and sometimes 
made phone calls. Couples used the space around the Tie Rack shop that was centrally 
located. Many of them spent around 20mins there cuddling and talking intimately and 
many people waited in this area to meet friends from arriving trains. 
 The patterns of behaviour around these anchors suggest that perhaps the 
anchors themselves may offer interesting design opportunities. This is useful for 
design as it identifies the existing anchors and reveals how people are using them. 
These are essential factors to consider whilst creating a design intervention. 
5.2.7.4 Gaze & Graze 
When people waited, they spent most of their time just watching other people. While 
doing so, they are also being watched by others, which instigates similar behaviour. 
They like to watch other people to kill time and perhaps because it is entertaining. 
 People/groups being stationary in the middle of main thoroughfare spaces also 
instigated similar behaviour. There was even a pattern in the very same floor spots 
being occupied at different times. When someone or a group of people sat on the floor 
in an unusual space like the centre of walkways, they established it as 
normal/acceptable, so other people started sitting around them. 
 Observing others and being observed can be made more explicit using a design 
intervention. When one does something new, it breaks the ice and others may follow 
the action. This natural way of breaking the ice can be used to create an interaction and 
make it acceptable and normal, without the awkwardness that people generally feel 
when they have to initiate an interaction with a stranger. 
5.2.7.5 Knowledge Transaction 
People queued as a social norm, around kiosks/info outlets, but they huddled around 
brochure stands. They both need and have certain information and may end up 
interacting with each other around this knowledge. A highly visible example of this 
behaviour was policemen who sometimes chatted with people who approached them 
for information and they would then chat for around 5-10mins. 
 As people need information, those sites of information in turn may become 
useful sites for encouraging social interaction. The design intervention can be useful by 





5.2.8 Communicating the Themes 
The areas that were identified through the analysis activity had to be communicated in 
a suitable way so they were useful for design. It was apparent that some of the names 
that we had given to the themes were reliant on metaphors that could be difficult to 
understand for someone who has not participated in the fieldwork or analysis 
workshop. Although these metaphors made sense to us as researchers, they may not 
do so to a larger audience and even when they do, it may still be difficult to see how 
they fit into a designer's practice. 
 
 
Fig. 5.11. The template for communication of the themes. 
 
To help counteract this challenge, a template was created (see Fig. 5.11) to support the 
communication of the themes and the insights they offered for design. This required 
the outcomes of the analysis workshops to be linked with the themes, the evidence in 
the fieldwork and the meaning they have for design. Each theme was given a suitable 
name (as discussed in section 5.2.7) so it could be easily referenced during any 
discussion between the researchers and designer. The template required an 
explanation for the theme's name by providing examples from the fieldwork and tying 
this closely to the material from the analysis workshop. To ensure the theme was then 
useful for design, a further rationale was provided which sought to link the theme into 
any further design rationale. 
 
5.3 Design Intervention 
Whilst the focus of this chapter is on the collaboration between a designer and 
ethnographer, the development of a design intervention was used as vehicle for 
understanding this aspect of the method. Other people have created similar types of 
design intervention such as Greyworld and their railings in the city (Shoben 2009; 
Dalsgaard et al. 2011). 
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 The aim of this particular design intervention was to encourage conversations 
between strangers waiting on the railway station concourse. The reasons to encourage 
such social interaction include: 
 
• To counter act the socially isolating effects of people using personal technology 
devices.  
• To foster a fun atmosphere within the railway concourse environment where 
people are enjoying conversations and chatting to each other. This may help to 
relieve stress for passengers when there is a delay with the railway network. 
• To help generate social capital (Putnam 1995) in order facilitate the 
establishment for a set of behaviours and norms that make people more willing 
to help each other. This could be useful for gathering opinions and increasing 
civic engagement around a particular issue that affects local people. 
• To help assist with crime prevention by speaking to people to extend their 
sense of social responsibility and decrease the likelihood of petty theft (Davey 
et al. 2012). 
 
5.3.1 Proposed Concepts 
Whilst the study at the train station discussed in section 5.2 was ongoing, a set of three 
concepts was created to address the problem of encouraging interaction between 
strangers. A short brainstorm session was held to generate some initial ideas that 
would address the problem of encouraging conversations in the train station (see 
appendix 2.1). These concepts were informed by this ongoing primary research at the 
train station location. Once all of the material from the train station was analysed, the 
proposed concepts were evaluated to see which would be most appropriate based on 
the findings of the previous research. 
 
5.3.1.1 Concept A - Voting Headlines 
The purpose of this concept was to create a voting mechanism for a light-hearted topic 
where people could indicate their opinion on a current event. 
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Fig. 5.12. Interactive newspaper headline stand collapsed plan. 
 
 This would utilise the form of a newspaper headline stand as a familiar piece of street 
furniture in a public setting (see Fig. 5.12). It would be extended into a 3D tower with 
different information displayed on each side. A question could be printed on a daily 
basis and passers-by given stickers they can use to show which option they would 
choose. The conversation in this instance would be established through people 
discussing with each other their opinions on the results of the current question as well 
as the previous day's topic. The advantage of this concept was that all of the materials 
are low-cost so it could be easily prototyped. The disadvantages were that someone 
would have to facilitate the distribution of the stickers and they could easily be 
misused elsewhere in the station as graffiti. The concept could be extended using 
digital technologies to make use of screens to replace the paper display elements and 
using mobile phones to input votes. 
 
5.3.1.2 Concept B - Topic Stance 
The purpose of this concept was to make use of the floor on the railway station 




Fig. 5.13. Poster stand linked to floor markings. 
 
The poster stands on the concourse would show a topic of the day with 3 opinions 
listed below it (see Fig 5.13). Each of the opinions would be mapped to a shape, which 
could extend onto the floor and be outlined using coloured tape. People who are 
waiting on the concourse would be encouraged to place themselves in the shape and 
let others know their opinion. This could generate conversations between people who 
stand in the same shape showing they share similar views on a topic or provoke 
discussion between those with differing views who stand in alternative shapes. The 
advantages of this concept was that it used relatively low-cost materials and it could be 
quite a fun activity as people do not have to make too much effort to engage with it. 
The disadvantages were that it would require the station to be empty for it to be 
installed and it may disrupt existing activity in the station. The concept could be taken 
further using digital technology by using a projector to display the different shapes on 
the floor with the shapes dynamically reacting to people's presence. 
 
5.3.1.3 Concept C - Dynamic Connections 
The principle of this concept is that it could be used as a co-operative game to draw 




Figure 5.14. Large LCD display showing connections 
between people on the concourse. 
 
The large LCD display positioned above the concourse would show a video feed 
mirroring the people who are standing in the area directly in front of it. A target 
graphic would be overlaid which someone would have to move towards in order to 
activate it. Once this has happened, a second target would appear which requires 
another individual to move towards it. A line would then be drawn between these two 
positions (see Fig. 5.14) and another target would then appear. The system would then 
keep repeating this process with the goal being to get as many people and targets to 
trigger as possible without breaking the connections.  The advantages of this concept 
are that it would be a very visual activity and simply make use of the movement of 
people rather than requiring any opinions to be expressed. The disadvantages are that 
it would be very technically challenging and require assistance from the screen 
operators to make use of the large LCD display for material other than adverts or news 
headlines. As the concept is already heavily reliant on technology, the challenge with it 
was to find a way to create a prototype that demonstrates the experience using low-
cost materials. 
 
5.3.3 Concept Selection 
The proposed concepts were presented to the ethnographers following the analysis 
workshop (see section 5.2.6) and the merits of each were considered in light of the 
themes arrived at during the study of observations in the train station.  To reiterate 
these themes again, they were: approachability, the moment, anchors, gaze & graze, 
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knowledge transaction (see section 5.2.7 for a full description of each). A combination 
of concepts B and C was taken forward to make use of the concourse floor as a space 
for interaction or information display and to encourage people to move around to 
create further conversation. The poster stand was identified as a good anchor in the 
space to focus further ideas around with this as a starting point. The idea of linking 
parts of the space and the people in those places, using markings on the floor, was also 
taken forward as an element to incorporate when developing the concept further.  
 
5.3.3 Concept Development 
At this stage in the project, the designer and 2 ethnographers started to work 
collaboratively as a group on developing the chosen concept into an intervention that 
could be tested at the research location. This involved generating more ideas around 
the chosen concept, testing in the studio and then eventually installing in a public 
location.   
 
5.3.3.1 Ideation 
The group rapidly generated as many ideas as possible that made use of the floor in 
conjunction with the poster stand (see Fig. 5.15). Some of these ideas were solely fun 
whilst others had a more functional aspect to them. The principle of connecting people 
in need of some information with people who were able to provide the required 
information (for example, directions or train timetables) was explored using different 
types of imagery on the floor. This approach tied into the previously discussed 
“Knowledge Transaction” and “Anchors” themes (see section 5.2.7). The brainstorm 
activity also focussed around the seating area as a good place to facilitate interactions, 
as this is where people in a “Paused” state were frequently located. The individuals 
who were anchored within the seating area were busy reading, playing word games or 
people watching so it was important to make sure the design intervention touched 
upon the key themes of “Approachability”,  “Anchors” and “Gaze & Graze”  (see 




Fig. 5.15. The range of ideas using the floor and poster stands (left). 
The selected idea (right). 
 
5.3.3.2 Selection 
The themes (see section 5.2.7) were used as selection criteria to help decide which idea 
to take forwards. There was a shared consensus within the group that the chosen 
concept should be light-hearted and fun to use. The idea of a simple game where 
people had to track-down pieces of a puzzle particularly resonated with the team so 
this was selected for building upon further. This involved connecting seats using 
markings on the floor with a missing piece of information located at the other end. The 
purpose of this was to help encourage people to seek out the missing piece of 
information by following the line and then hopefully finding someone else at the other 
end. A variety of different types of information were considered such as questions and 




Fig. 5.16. An early experience prototype using tape on the floor. 
 
The studio floor and some masking tape were used to quickly prototype the idea to see 
if it had any potential (see Fig 5.16). A key element of the prototype was to decide 
which type of information would be most suitable to use. Fun facts and quiz questions 
seemed like the most obvious choice at first but we wanted to keep the intervention a 
simple as possible so it was easy for anyone to engage with it. 
 
5.3.3.3 Planning 
The idea of using six-letter animal names was suggested as a rather neutral form of 
information that could be a good topic of discussion for attracting attention. It was also 
easy to evenly split the animal names with three letters at either end of the lines. To 
help make sure the people who read the half-word on the floor by their feet would 
realise there was another part at the other end of the line, three dots were added after 




Fig. 5.17. A plan of the proposed intervention. 
 
A plan was created based on the existing layout of the seating area in the station (see 
Fig. 5.17). Creating this plan allowed us to consider how lines might cross each other in 
different ways and using semi-circles to link seats that were not facing each other. We 
wanted the lines to be relatively easy to install without looking messy so decided to 
keep all of them very simple. 
 
5.3.3.4 Prototyping 
We now had a clear idea of what we wanted to proceed with in terms of our concept 
but wanted to try creating a full scale mock-up to see what other design issues were 
necessary to consider. The purpose of this was to help understand how it would be 
installed, the types of materials suitable to use and what the actual experience would 
be like. Electrical insulation tape was selected as the material for the lines as this was 
not very expensive, came in a range of different colours and would be easy to 
install/uninstall. In order to make the lines more visible, we doubled up the tape and 




Fig. 5.18. An experience prototype created in the 
Queen Mother Building, School of Computing. 
 
An experience prototype (Buchenau & Suri 2000) of the intervention was created (see 
Fig. 5.18). At this stage, we did not know what the material for the pieces of words at 
either end of the lines was going to be so we just used little bits of paper to show what 
would be there. It was a really valuable iteration of the prototype. It showed that it 
would be easy to install with two people helping and it would be easy to remove the 
intervention without damaging the underlying surface. We noticed how some of the 
animal words we had chosen could offend people unintentionally such as half of the 




Fig. 5.19. Lettering experiment on the studio floor. 
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The lettering was another element of the intervention that required careful 
consideration. Vinyl lettering was the first thing we considered but this can be quite 
expensive and sometimes difficult to remove. Chalk was the next material we 
considered but it would be likely to rub off as the intervention was to be situated in an 
area with frequent footfall. Another alternative was spray paint using stencils to create 
the words but this would be much more permanent than was necessary for the 
intervention. We returned again to the idea of using stickers with sticky back plastic 
made in the studio on a laser cutter rather than paying a sign-maker. To make the 
letters sit as one piece instead of individual characters that would take time to carefully 
place, we used an underline on each word (see Fig. 5.19). 
 
5.4 Testing the Intervention 
This section will discuss the difficulties in obtaining permission to install the 
intervention and the process of installing it in a public location. The results of this 
activity will then be described along with a further iteration of the design activity.  
 
5.4.1 Permission Issues 
A meeting was organised with the Glasgow Central Train station manager to discuss 
the concept for the design intervention. The material presented (see Appendix 2.5) 
included the concept images, a plan of the installation and a schedule for when it 
would be installed. Although the initial meeting was positive, we spoke to the station 
manager over the phone a few days later and permission was denied to install the 
intervention in the station. The reason given for this was that the materials we had 
selected would not be suitable for use on the railway station concourse. They 
acknowledged the principle of connecting people at the benches seemed like a good 
idea but the way we had proposed to execute would not be acceptable. They suggested 
approaching a design firm who specialise in floor-based advertising to see if they 
would take the project forward. This feedback itself indicated the station stakeholders 
might not be used to collaborating for the purposes of research. They could only see 
the installation of the intervention as being worthwhile if there was some advertising 
revenue being generated through it. 
 In an effort not to be held back from at least trying out the intervention, it was 
decided to refocus our attention to a location that was not as strictly controlled. 
Although the initial research activity had taken place at the train station, the concept 
we had created was generic enough that it would be suitable for any public space. An 






5.4.2 Overgate Installation 
The intervention was installed very early in the morning outside of the Overgate 
Shopping Centre in Dundee. This was selected as a suitable location because of the 
layout of benches and other seating that was facing each other. It was also felt the 
installation could be made without gaining explicit permission as it is a public space 
that does not have any security guards. We knew that it would not be suitable to install 
the intervention when the seating was occupied or when many other people were 
using the space so we did this at 8am. Fortunately, the area had been washed by the 
street sweepers before we arrived, so once the residual water had dried, this made it a 
good surface for sticking our tape material onto. We installed 4 sets of lines as follows: 
White (LIZARD), Yellow (BABOON), Green (KITTEN) and Red (RABBIT) (see Fig. 




Fig. 5.20. The researchers helping install the intervention. 
 
5.4.3 Evaluation 
Throughout the day after installing the intervention, the researchers took turns in 
observing the affect it had on people using and passing through the space. It was left 
completely for a couple of hours at the start of morning, as there were so few people 
around. 
 Many of the people who noticed us setting up the prototype looked on rather 
curiously and then inspected the prototype after we had finished. Two different men 
even approached us to ask questions and find out about what we were doing. 
 During the rest of the morning, as the city centre became busier, the people who 
were walking through the area seemed to notice the prototype after they had walked 
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across one or two of the lines. However, they did not appear to stop to interpret it and 
read the words that were at either end. There were instances of children running along 
the lines, with some of them reading out the fragments of words randomly and trying 
to make sense of them, but none were able to make the connections between either end. 
 There were issues with some sections of tapes starting to come off at the corners 
and sticking to the shoes of people who walked over them. This was a real shame as it 
changed the intervention from looking quite sharp and precise to looking rather 
scrappy. After lunchtime, someone removed and binned the tape that had started to 
come off. 
 Only one lady was observed noticing the patterns and reading out the names of 
all the animals for the two friends she was with. After this happened, a young girl and 
her mother also read out the names. As the day wore on, the number of people who 
noticed the pattern on the floor decreased with many people ignoring the intervention 
or only giving it the briefest of glances. 
 When we returned to remove the installation later in the evening, someone had 
ripped off all the tapes completely leaving only the lettering behind. This was a pity 
but it was somewhat easy to do for anyone who wanted to remove it as the tape 
material was specifically chosen for this purpose. One interesting side effect of this was 
the places where the stickers had been were now relatively clean in comparison to the 
rest of the pavement surface that showed the dirt from people walking on it all day. 
 
5.4.4 Results 
The performance of installing the intervention attracted more people that just the 
installation on its own. The people who talked to us about what we were doing were 
much more interested in the motivations of the intervention than anyone else who 
encountered it all day. The three of us had in a sense become street performers during 
the time we were installing it which was much more likely to provoke conversations 
between people than the lines and words we left placed there. This realisation 
fundamentally questioned the form of the intervention we had created as something, 
which could not be simply placed in the space but must be acted out by performers 
situated there. 
 In terms of the materials for the intervention, the coloured tape-lines attracted 
much more attention than the fragments of words stuck at either end. To build on this 
idea, we decided that one single word might not be sufficient to gain the attention of 
people who are only glancing down at it. To help address this, we decided to try and 
use longer phrases placed along the lines instead of fragments of a single word at 
either end. The lettering itself was rethought to make use of cut-out lettering inside of 
blocks of sticky plastic to help create a stencil effect. It was also hoped that when the 
stencils were removed, there would still be traces of the art left behind. 
 
158 
5.4.5 Further Iterations 
A set of different phrases was considered for placing on the floor. The options for these 
were Scottish proverbs, fun local facts about the city of Dundee or small pieces of 
Scottish Haikus. Different typefaces and sizes were also explored to help understand 
how the sentences would appear on the floor. We created another iteration of the 
prototype with just three words to install at the same location as the previous version. 
The phrase we used was from a joke by Ivor Cutler and said simply “MADE OF 
DUST”. This was quite a light-hearted way of thinking about the content and did not 
try to be overly informative or sentimental in relation to Scottish culture. It was also 
hoped that by the end of the day as people had walked over the stencil, the letters 
themselves would be made of dust.  
 The intention for this was not to gauge the impact of the intervention itself but to 
see if this form of material was durable enough that it would stay in place all day. This 
version of the intervention was much more prominent and was not removed 
throughout the whole day. 
 This was the final iteration of the intervention in the space outside of the 
Overgate. No further design activity was needed as a complete design cycle had been 
achieved at this stage in terms of creating a prototype, testing and refining it further. 
This had provided sufficient understanding of the advantages and limitations of this 
type of intervention. It also enabled us to apply the findings from the observations in 
the train station to inform a design concept for installation in a similar kind of public 
space. Most importantly of all, the prior research and subsequent production of the 
intervention demonstrated the results of a close collaboration between designer and 
ethnographer. 
 
5.5 Future Work for Intervention 
This section will describe ways the design research activity discussed in this chapter 
could be extended further using interaction technology and facilitators for the 
intervention. The potential of using an intervention in a location other than a public 
space will also be discussed. 
 
5.5.1 Interactive Technology 
We ended up taking a very low-fidelity approach to the prototyping of the 
intervention. It could be developed further through the use of digital interactive 
technologies such as computer vision, projection mapping or augmented reality. This 
could provide a much more dynamic intervention that could be adapted to the 
quantity and types of people using the space. An implementation using computer 
vision could expand the interactive elements of the intervention by detecting where 
people are located in the space and display feedback to encourage further 
participation. The use of projection mapping could help embed a display into the 
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existing street furniture to match its perspective and provide a more engaging 
experience. Alternatively, an augmented reality approach would rely less on 
equipment being installed at a specific location and transfer the experience to a set of 
mobile devices so it could be located anywhere. 
 
5.5.2 Facilitators 
An intervention really needs some form of facilitator for it to be noticed and to have 
people engage with it. As this was an in-the-wild study of behaviour, rather than being 
a lab-based, there was insufficient scaffolding (Hornecker & Nicol 2012) to foster 
further interaction. This could take the form of a person visibly standing next to the 
intervention encouraging people to participate and helping to get people started. 
Alternatively, this might be an app for a mobile device to guide people to the location 
where the intervention is situated and provide instructions for participation. 
 It is also important to try and fit the intervention into a wider initiative such as a 
large cultural event with a series of things happening at different venues across the 
city. The intervention we created was a little lacking in meaning for people 
encountering it in the street as it did not really fit into any wider cultural effort. A more 
open platform with motivation for people to add their own meaning could have a 
further snowballing effect for the way people engage with it. An example of such a 
system is the SMSlingshot (Fischer & Hornecker 2012), which allowed members of the 
public to enter a text message into a slingshot device and playfully target their message 
onto a nearby building via a large-scale projection. 
 
5.5.3 Corporate Interventions 
Although the intervention we generated was designed with a public space as the 
desired venue, another location where it could have a more meaningful impact is 
within a corporate setting (Anon 2012). The familiar office spaces, meeting room, 
corridors and canteens are a ripe space to interrupt and start a dialogue between 
stakeholders about the results of consumer research activity. Whether this is drawing 
lines on the floor between words as this design has shown or as an entirely different 
form of intervention, the everyday workspace is a prime venue to target with an 
intervention. This moves beyond the presentation, reports and workshop forms as 
traditional ways to disseminate knowledge and puts the material into the same space 
where the stakeholders work everyday. The office space could become an ad-hoc 
gallery with a range of media to help further convey the lived experience of consumers 
and keep conversations persisting. 
 
5.6 Reflection on the Method 
This section will discuss the key issues highlighted throughout the chapter related to 
the development of the method. It will firstly describe the collaboration between the 
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ethnographers and the designer followed by the fieldwork tools that were used and the 
analysis strategy pursued. The implications for concept selection are described and 
finally consideration is made of the requirement for using an intervention at all. 
 
5.6.1 Collaboration Between the Ethnographers and Designer 
The ethnographers and designer worked in a very open way so were not restricted by 
their disciplinary boundaries. The designer participated in the fieldwork and analysis 
activity along with being continually updated on the ethnographers' findings 
throughout. This gave the ethnographers and the designer an opportunity to make a 
meaningful contribution to each other's work demonstrating a provocative cross-
pollination between ethnography and design. This model of collaboration highlights 
new opportunities for organisations wishing to embed ethnographic research into the 
design of new products and services. 
 The collaboration between the ethnographers and designer was initially based 
around the challenge of collecting fieldwork data to gauge the impact of the design 
intervention. As the fieldwork began, it became clear the gathered material could help 
to shape and inform the intervention itself.  This quickly prompted some dissolution of 
the traditional boundaries between the ethnographers and designer. The designer 
made a considerable contribution to the data collection and analysis whilst the 
ethnographers were similarly involved in generating, prototyping and testing concepts 
for the intervention. 
 The collaborative approach of deeply understanding a context and developing 
design solutions based on this was not the standard industry practice where specialists 
usually transfer their knowledge across to a design team in the form of actionable 
insights.  This model of working collaboratively in a design research team during all 
stages of the development process has potential for any organisation committed to 
innovating new products and services based on ethnographic research. It heads off the 
chance of poor communication during knowledge transfer by embedding researchers 
and designers in each other's practice. 
 
5.6.2 Fieldwork Tools 
The tools that were prototyped and used during the fieldwork phase of activity could 
be deployed on further research activity. The tangible data collection tools such as the 
transparency flipbook with base-map show the prospect for a digital implementation 
as a specialised way for recording data. The mapping and visualising activities using a 
shared set of standard symbols between team members could also be a strong element 
for further observational research. The usage of a digital device to record such data 
could also support the analysis activity, as it would provide further quantitative data 
alongside the qualitative observations. 
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 The analysis of lengthy video data and time-lapse recordings was very 
challenging as it was time consuming to work with material that contained so much 
detail. The analysis software used on the time-lapse recording was a useful way to help 
summarise the overall dynamics of the research location. It provided both visually 
stimulating material to support analysis and acted as very good vehicle for 
communicating insights. The impact an intervention in the space has could have been 
be gauged by comparing the time-lapse heat maps before and after its installation. 
 
5.6.3 Analysis Strategy 
The analysis stage of activity following the fieldwork required a strategic approach in 
relation to the aims and objectives of the project. As the fieldwork itself involved the 
development of new tools and techniques, so did the analysis phase with specific ways 
to understand the data that had been collected. This took the form of a model of data 
analysis appropriate for the material and a template for communicating the insights. 
 The duplication of data in order to see a certain set of data in relation to several 
other relevant sets was a very beneficial way of working. This could be made easier 
through the usage of digital tools to allow the workshop participants to duplicate their 
notes and cross-reference them in multiple ways.  
 The templates for linking themes from the data analysis back to evidence from 
the field and forward to wider design recommendations can help to better align the 
perspectives of the designers with the ethnographers. Furthermore, the participation of 
the designer in the data analysis workshop helped ensure there were ample 
opportunities to continually frame the outcomes in relation to the design requirements 
whilst the session was still in ongoing. 
 
5.6.4 Concept Selection 
The insights generated following the analysis workshop provided a really useful set of 
issues to help evaluate the proposed concepts against. They showed a clear rationale 
for which concept to choose from and how to develop it further. The concepts were 
created in parallel to the fieldwork activity but were only worked up to a very early 
visualisation stage such as storyboarding or paper prototyping. This meant there was 
not too much wasted effort on the concepts when some of the ideas were eventually 
not taken forward. 
 
5.6.5 Subtracting the Intervention 
The notion of using a design intervention as the catalyst for research activity in a given 
location appeared to be a suitable means to go deeper into understanding the 
behaviour of people within the space. It provided a set of aims and objectives to target 
the findings towards a design-based outcome. This in turn allowed us to demonstrate 
the potential of collaboration between ethnographers and designers along with many 
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others issues already discussed. On the other hand, it might not have been necessary to 
create an intervention at all. The fieldwork observations and subsequent analysis could 
have been conducted without the need to follow it up with an explicit design process. 
The outcomes of the field research provided enough material to inform further design 
strategy without subsequently installing a intervention design to disrupt activity or 
provoke reactions from people using the space.  
 
5.7 Conclusions 
This section summarises the activities performed during the chapter, reflects on the 
main findings and outlines the next steps. 
 
5.7.1 Summary of Activities 
This chapter has described the development of the convergent phase of the DiCER 
method using an in-depth ethnographic research project focussed around a very 
specific problem. This involved collaboration between a designer and two 
ethnographers to conduct fieldwork at a public location (e.g. a train station) and then 
through further analysis, generate a set of themes based on the observations that were 
made. A range of support materials and techniques were also created during this 
process to help record the fieldwork data. One of the outcomes of this was a concept 
for a design intervention to provoke further social interaction at the location. This 
helped to demonstrate the ways in which the findings from an ethnographic study can 
be exploited in the design process. 
 
5.7.2 Reflection on Main Findings 
The following section will discuss the development of the convergent phase of the 
DiCER method, the design of the support materials, the contribution made from 
applying the method and reflections on the research process. 
 
5.7.2.1 Developed Method: Convergent Phase 
The fieldwork activities engaged in this chapter helped illustrate the convergent phase 
of the DiCER method where an opportunity has been defined by a previous round of 
fieldwork and analysis. The earlier stages involved many themes across different 
locations, whereas this phase of activity used a particular problem (i.e. limited social 
interaction between strangers) in a specific space (i.e. a train station) to help constrain 
the scope of the fieldwork. The research tools and techniques that were developed 
needed this convergent phase in order to evaluate their usefulness in supporting the 
collaboration between design and ethnography. 
 An additional element of this convergent phase of the DiCER method involves 
the close collaboration between a designer and ethnographers. This has helped to 
foster a meaningful dialog between the two disciplines throughout the whole research 
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and design process from the outset, where the designer participated in some of the 
earlier fieldwork activity, through to the final stages where the ethnographers 
extended their involvement into prototyping concepts. This cross-pollination between 
design and ethnography informs the method, as designers are some of the more likely 
candidates to decide to use it. 
 
 
Fig. 5.21. DiCER Method: Convergent Phase Developed in this Chapter 
 
A visualisation of the method (see Fig. 5.21) has been extended to show the additional 
convergent phase. This shows the designer and two ethnographers taking forwards the 
location and theme from the end of the previous divergent phase. Through further 
fieldwork activity, new sets of themes are created along with a range of potential 
concepts. In between these themes are also tools in the form of support materials and 
techniques. These are used to help select a final concept to take forward which also 
brings along with it a new set of tools to support the research process. 
 The fieldwork activity described in this chapter took place over a longer period 
of time (multiple visits across two intensive weeks) in comparison to the fieldwork in 
the previous chapter (a single visit for half a day). This resulted in substantially more 
depth from the findings as the research protocol was given more space to evolve and 
helped to generate a larger amount of fieldwork material for a focussed topic. This 
length of fieldwork activity provided a sufficient amount of time for the designer and 
ethnographers to iterate on the research protocol, support materials and fieldwork 
techniques. It was important to demonstrate working over a longer period of time 
during this phase of the method to show what can be achieved over more lengthy time 
spans. 
 There has been further validation of the method illustrated by the progress made 
in this chapter. As discussed above, it demonstrated the level of depth achievable in a 
slightly longer timeframe and showed the outcomes when converging on a more 
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specific problem. These outcomes were a transparency flipbook for recording activity 
in the space, a time-lapse heat map technique and the design intervention itself. There 
were also a set of research themes, support materials and other design concepts that 
can inform further strategic design. The validation that was gained is immensely useful 
at this stage as it means refining and extending the required activities developed the 
method further. 
 A visualisation shows the collaboration between designers and ethnographers 
(Fig. 5.22) to indicate the activities and dialogue this involved. 
 
  
Fig. 5.22. Visualising the Collaboration Between Designers and Ethnographers 
 
The activities crossed the traditional disciplinary boundaries between ethnographers 
and designers. The conversations between the two disciplines helped to develop the 
thought processes on both sides, which in turn informed the activities they were 
engaged in. The conversation topics were sometimes loosely structured and very 
practical such as selecting fieldwork locations, exploring different ways of sharing files 
or providing field updates. At other times, the discussion was much more tightly 
managed and focussed towards developing research strategy such as brainstorming, 
the fieldwork itself and data analysis. There were also conversations, which extended 
across much longer periods of time in order to provide space for iteration of 
prototypes, trying out materials and testing the design interventions. The overall 
dialogue was supportive throughout with trust being nurtured on both sides 
characterised by a willingness to experiment and the acceptance that some things 
might fail. 
 The manner in which the designer and ethnographers collaborated in this study 
is different to the ways teams in companies like NCR behave. In a corporate setting, 
employees are allocated specific duties that are very distinctive and the roles are 
delineated according to their disciplines. The collaboration that occurred in this study 
showed the potential benefits of an alternative model for the involvement of designers 
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and ethnographers. Due to resource constraints, this type of cross-disciplinary design 
research activity may not always be possible in an industry setting. The adoption of 
this model for collaboration should be at least considered if there are the skilled 
employees available. 
 
5.7.2.2 Support Materials 
The mapping support materials that were developed through this chapter could support 
other design research teams investigating similar types of large spaces. The provision 
of visual templates to support the fieldwork activity enabled multiple researchers to 
structure their observations using a shared visual format. The mapping of observations 
as a starting point is appealing to designers as it provides an easy way to transpose 
visually between what has been seen and what was recorded. This material can then be 




Fig. 5.23. Time-lapse heat mapping technique results 
 
 The time-lapse heat mapping technique (see Fig. 5.23) was a very useful fieldwork 
technique from both a design and research perspective. It called upon the skills of the 
designer in capturing the photographs, a software developer in processing the images 
and the ethnographers in helping to interpret the results in relation to the other 
fieldwork material. The final heat map images offered a distinct sense of the overall 
patterns of behaviour in the space during a given timeframe as well as picking up on 
other hidden details, which were not immediately apparent. The fuzziness of the final 
heat map images was one of its key assets and contrasted well against the precision of 
a single high-resolution still image or a continuous piece of video footage. This 
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apparent ambiguity provided an opportunity for the ethnographers and designer to 
interpret the patterns they had seen by using them to inform their wider 
understanding of the space. 
 
 
Fig. 5.24. The transparency flipbook used to generate the sketched maps. 
 
In contrast, the sketched maps (see Fig. 5.24) of the space offered a different kind of 
much more precise image that sought to distinctly mark demographics of people and 
their behaviours at specific locations. This enabled the researchers to collect single 
observations over an extended period of time and mark these on the transparency 
flipbook. The individual instances of behaviour could then be gathered and analysed 
as part of a much larger set of material. This approach has potential for other design 
research teams to help co-ordinate observations and provide a shared space on which 
to record field notes. There are limitations to this technique as the amount a single 
observer can record from their own perspective is restrictive but working in larger 
teams can counteract this. Such a system for noting observations should aim to 
compliment the broader fieldwork effort rather than acting as a sole means of data 
collection. 
 
5.7.2.3 Additional Contribution from the Studies 
The overall emphasis of this chapter has been developing the convergent phase of the 
DiCER method and the support materials for this activity. A vehicle for this has been 
exploring the topic of social interaction between strangers waiting in a train station. 
Through doing this, a set of key themes were found which could be useful for future 
design research in a similar type of area. They are described in detail in section 5.2.7 
but in summary were: approachability, the moment, anchors, gaze & graze and 
knowledge transaction. The themes could be used as a rationale to help inform other 
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types of design concepts or to shape further research projects examining the 
relationships between people in transit locations. 
 
5.7.2.4 Reflections on Research Process 
In terms of the design activity in this project, there was a real difficulty in taking the 
concepts that had been developed and putting these out for evaluation in the real 
world. It was a matter of everything that could go wrong, going wrong. The original 
location, where the fieldwork activity took place and the intervention was going to be 
installed, refused permission. Not to be dissuaded, we then took to the streets and 
installed it in a space outside of a shopping centre only to have the whole thing 
vandalised by the end of the first day. As a design research process, there was much 
that came from all the activity in terms of tools and developing this phase of method 
further. The difficulties of deploying the design intervention itself proved that a 
publicly situated design intervention was such a challenging topic to work on. 
 There was an innate sympathy between the designer and ethnographers on this 
project with a people-centred approach being pursued from both sides. Both of these 
disciplines seek out empathy with the people they research or design for and this 
mutual understanding was one of the key assets of the project. A collaboration of this 
kind might not have been so productive if it were ethnographers paired directly with 
developers or engineers. One of the roles of the designer is to provide a bridge from 
ethnography across to other more technically orientated disciplines. 
 The participation of the thesis author as the designer in this chapter acted as a 
conduit for thinking around such a role when working closely with ethnographers. The 
presence of the designer in the project team helped to provide a dialogue with the 
ethnographic research activity as the work progressed from the initial topic through to 
the fieldwork phase, analysis, concept generation and prototype development. The 
collaboration with the two MSc Design Ethnography students was very successful as 
they were able to participate in a project aligned with some high-profile industry 
partners and had the opportunity to deliver some fantastic results. 
 The aim of the student ethnographers was to complete a single semester project 
and then progress with their careers. On the other hand, the designer had situated this 
work within the much wider context of all previous activity described in this thesis. It 
was in the final stages of this actual project where the contribution the thesis sought to 
make really started crystallise. Up until this point, it was the outcomes of the various 
rounds of fieldwork situated in the public spaces that had been setting the agenda for 
the programme of research. A design research method (in the form of DiCER) as the 
contribution abruptly moved into the foreground after the collaboration with the 
design ethnography students. The decision at this key moment was influenced by the 
strength of the tools, materials and techniques that had been developed so far. It 
seemed rather obvious that these had much greater potential benefit for the industry 
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sponsor in comparison to the results of the fieldwork study and the design concepts 
that were developed. 
 
5.7.3 Next Steps 
The next chapter will continue with a focus on transit locations and further develop the 
method discussed in the preceding two chapters by utilising a group of fieldworkers 
distributed across a large organisation. This will add a training phase to the DiCER 
method along with providing validation of its use with a group of employees. 
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Chapter 6 - Applying the DiCER Method 
 
6.1 Introduction 
This chapter will validate the DiCER method by using a group of non-specialist 
employees distributed across a large organisation to fulfil some parts of a fieldwork 
project. Additionally, this chapter will demonstrate development of the training phase 
of the method to enable non-specialist employees to participate in fieldwork activity. 
An overview of relevant experience research methods was set out in Chapter 2 to 
unpack the strengths and weaknesses of various approaches. The DiCER method is 
grounded in the initial study discussed in Chapter 3 to understand the barriers of 
using consumer experience research within a large organisation. To help show the 
appropriateness of the method in a public setting and create relevant support 
materials, Chapters 4 and 5 developed the divergent and convergent phases of the 
method using a group of student design ethnographers to undertake qualitative data 
gathering.  
 The thesis is that organisations can enhance their field research capacity for a 
minimal investment if they train and deploy existing staff to undertake short, focused 
periods of field observation.  A key activity within this chapter was developing and 
delivering training material for the non-specialist employees to engage in fieldwork 
activity. Following discussion of the training, a case study is presented where the 
method was validated with a group of employees at University of Dundee. The 
outcome of this is a set of design recommendations for further applications of the 
DiCER method in a similar context. 
 
6.2 Adapting the Method to Use Non-Specialists 
The aim of this work is to adapt the method for it to be used with a group of 
participants who are employees in a company rather than student design 
ethnographers. The case study involving such non-specialists is discussed in section 
6.3. In the case study, the method is applied using staff at a university with the focus 
on gathering material to inform public engagement activity. The main difference, if 
using employees rather than student design ethnographers (as discussed in chapter 4), 
is the need for additional training. This section will discuss the development of the 
training sessions and the accompanying support material. The training was generated 
to help refine and refocus the method for non-specialist participants. The purpose of 
the training was to enable the participants to effectively make observations, write and 
contribute field notes whilst travelling. The design of the training was based on the 
experience from previous iterations of the study as discussed in chapter 4. This 
involved setting a group of student design ethnographers the task of making 
observations and recording field notes based on a set of themes in different types of 
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public spaces. This activity helped to identify some of the training material required 
and potential difficulties when co-ordinating fieldwork involving a group of people. 
 
6.2.1 Training Participants to Conduct Fieldwork 
The training was designed to take place over two 1-hour lunchtime sessions. This was 
a deliberately short period of time so participants did not have to take too much time 
out of their working day. 
 The first session (see section 6.2.4.2 for further details) involved a presentation 
on the theory behind the study, discussing how to make observations, what to observe, 
what form field notes should take and a short practical exercise to try out necessary 
skills. It also gave the participants an opportunity to ask any relevant questions related 
to the tasks they were being asked to do. At the end of the 1st session, a piece of 
homework (see Appendix 3.4) was set that asked participants to make observations 
during their journey home from or to work. 
 The second session (see section 6.2.4.3 for further details) involved the 
participants discussing what they had seen in the homework activity by talking about 
their experience of making observations and writing field notes. The final training 
activity of this session involved asking participants to discuss their assumptions about 
what they expected to see whilst travelling. The purpose of this was to give them a 
chance to voice these before the fieldwork commenced so they were not going out 
looking for something in particular and could challenge themselves to look beyond 
what they expected to see. 
 
6.2.2 Rationale 
The training design was based on what had been learned from the previous iterations 
of the method as discussed in chapter 3 where the method was trialled with design 
ethnography students. The rationale for this was: 
 
• To give the participants some background to the study and motivation behind 
it. This would help to contextualise the observations the participants were 
instructed to make. In the previous iteration, the students were not briefed as 
thoroughly but, as the non-specialists were unfamiliar with design 
ethnography, further background information was required in order to get 
them on board. 
• To provide the participants with enough knowledge of conducting fieldwork so 
they felt confident at making observations and documenting them. Once the 
participants had some initial understanding of design ethnography, this would 
give them an insight into the process for conducting fieldwork.  
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• To give the participants an opportunity to first try out their fieldwork skills 
using a practical activity and share their experiences with other participants. In 
previous iterations, fellow students accompanied the participants when 
carrying out their fieldwork so had an opportunity to regroup and discuss any 
issues whilst the activity was ongoing. As the participants in this study were 
essentially working alone once the training was completed, it was important for 
them to be able to try out some fieldwork activity before doing this for real on 
the live study. 
• To provide support materials whilst the participants were in the field. The 
provision of briefing cards had worked well previously so this was extended 
further as part of this iteration of the method. 
• To give a clear way to structure observations and write field notes. This acted 
as another way to give the non-specialists some training wheels to support their 
early fieldwork endeavours. A student design ethnographer may have more 
time to find their own suitable framework and writing style for gathering 
fieldwork material. However, as the non-specialists need to produce field notes 
quite early on, a framework and template was provided for them. 
 
6.2.3 Session Outline 
The main training activity took place over 2 key sessions. The sessions were structured 
as follows: 
 
• Session 1 - An hour-long group meeting of participants where an overview of 
the study was provided along with introducing basic fieldwork skills, 
distributing support materials and setting a practical homework activity. 
• Session 2 - A further hour-long group meeting to discuss the experience of the 
practical activity and any other issues about the fieldwork study. 
 
Along with these sessions, there was also an informal introduction meeting with 
participants to ensure they met the study criteria. A follow-up interview with the 
participants was also held after the fieldwork period had been completed to discuss 
their experience of the study. 
 
6.2.4 Training Activities 
The training development involved creating support materials for the participants to 






6.2.4.1 Materials preparation 
 In order to support the fieldworkers, a framework was provided to help prompt 
observations and structure the writing of field notes. There are three scenarios where 
such a framework is useful:  
 
• As a filter when there is too much going on in the context being observed and it 
becomes too overwhelming to record everything. 
• As a prompter when it feels like everything in the scene has been noted already 
and there is nothing new to see. 
• As an organiser to structure the notes and make them easier to write-up later 
on.  
 
There are several frameworks that could be used to help structure observations 
ensuring any field notes are coherently and quickly recorded. The following 6 
frameworks were considered:  
 
• 9 Dimensions of descriptive observation (Spradley 1980) 
• AEIOU - {eLab} 
• A(x4) Model - (Rothstein 2003) 
• Bringing the Outside In - (Sotirin 1999) 
• POSTA - (Sachs and Jordan) 
• POEMS - (Kumar & Whitney 2003) 
 
See section 2.6 for an in-depth discussion of the characteristics for each of the above 
frameworks. The POEMS framework (Kumar & Whitney 2003) was selected to support 
the participants in making observations and structuring their field notes. The strength 
of POEMS is that it is easy to remember and offered a lot of flexibility when observing 
in public locations where there is a lot of activity taking place. The focus it places on 
Messages and Services is particularly useful given the setting of transit locations. 
Another reason for selecting this was it was originally developed as a framework when 
this is a requirement for deep user research with only a short amount of time available 
to carry it out. Scratch notes are the 1st set of notes the fieldworker has written whilst in 
the field making their observations. See section 2.7 for a discussion distinguishing 
scratch notes and field notes. 
 A reference card (Fig. 6.1) was provided to support the participants whilst out 
in the field. (See Appendix 3.1 for a full copy of the text.) It took the form of small piece 
of card that could be folded and kept in the participant's pocket for easy reference 
whilst out in the field. This had 3 panels on it; questions, template and tips. The 
questions panel included a set of broad questions to guide the focus of the fieldwork. 
The template panel provided a structure for the participants to use when writing their 
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Fig. 6.1: Reference card provided to the participants. 
 
The content of the questions panel is dependent on the topic of research to be 
undertaken. (See case study section 6.3.6 for the questions used in this instance.) 
 The ‘template' panel set out the following fields of data to record with each set 
of notes: Location, Start time, Finish time, Position, Energy levels, Descriptive notes, 
Speculative notes. The first 5 categories were to get a status update from the 
participant to help contextualize where they had observed, how long for and how they 
were feeling at the time. The last 2 categories were for the main body of field notes 
with a split between descriptive notes and speculative notes. The reason for stipulating 
this split was to encourage the participants to clearly distinguish between what they 
saw in comparison to what they had inferred from what they saw. This very important 
difference would help to filter the field notes during analysis by not relying on material 
there was no actual evidence for. Nevertheless, it was still useful to document such 
inferences as they help give an indication of the meaning the fieldworker had taken 
from what they had seen. 
 The tips panel contained the following reminders and hints for the participants: 
 
• Use the POEMS framework (People, Objects, Environments, Messages, 
Services) to structure your notes. 
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• Remember to distinguish between things you are describing & things you are 
inferring. 
• Try putting on the different lenses of other people's perspectives. (disabled 
person, older person, rich person etc.) 
• Stretch your legs to gain different perspectives on the same space. 
• Keep in mind what you are unable to visually see. Consider how your other 
senses form an experience of the space. 
 
The tips panel was mostly reiterating the instructions that had been provided during 
the training presentation. The first two tips were about the POEMS framework and 
describing / inferring what had been seen relate to the writing of field notes. The final 
three tips were about gaining additional perspectives either by thinking of other 
people, other physical points of view or through using other senses. 
 
6.2.4.2 Training Session 1 
The training sessions were delivered to small groups of participants (between 6 and 8) 
to keep the numbers at a manageable level (see Fig. 6.2). This was so discussion could 
easily flow between those who were joining in. See Appendix 3.2 for the presentation 
material used. 
 Definitions and quotes were given to the participants describing what it means 
to observe people and why it can be so powerful. (See Appendix 3.2 for a list of all 
definitions used.) For example, the following quote was provided:  
 
“If you want to understand what motivates a guy to pick up skateboarding, 
you could bring him into a sterile laboratory and interrogate him… or you 
could spend a week in a skate park observing him interacting with his friends, 
practicing new skills and having fun. Ethnography is observing people's 
behaviour in their own environments so you can get a holistic understanding of 
their world—one that you can intuit on a deeply personal level.” - LiAnne Yu, 
cultural anthropologist 
 
The main purpose of this quote was to highlight the motivation to understand people's 
behaviour in their own environment rather than a laboratory setting. 
 The difference between scratch notes and field notes was explained to the 
participants. The participants were asked to send in their field notes via e-mail shortly 





Fig. 6.2: Training session with 2nd batch of participants. 
 
To help support the training activity, examples were provided for the participants 
(Appendix 3.4) to provide them with a sense of the kind of material to contribute. This 
contained an example of someone who is commuting via train and someone who is 
travelling long distance waiting in an airport. A PDF booklet called ‘An Ethnography 
Primer' by AIGA containing a brief introduction to ethnographic research for design 
was also sent out to all participants as a piece of reading homework.  
 
6.2.4.3 Training Session 2 
The 2nd session allowed participants to discuss their experience of the homework 
activity with the other participants in the group. Participants e-mailed in their field 
notes before the session and a copy was made for each person in the group. The session 
involved working through each participant's field notes and discussing how they had 
undertaken the activity. This ‘mini-crit' helped to see how others had gone about the 
same task and helped reflect on their own experiences of making observations and 
writing field notes.  
 
6.2.5 Reflections on the Training 
To help document the training, each of the 2 training sessions was video taped. Notes 
were also written up immediately after the sessions took place to capture any prevalent 
thoughts. During the 2nd training session, where participants discussed their experience 
of the practical homework exercise, post-it notes were made and shared with the group 
to help support the discussion. 
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6.2.5.1 Session 1 Emerging Issues 
Issues that arose during the 1st session from the initial presentation included questions 
on the frequency of contributing material, suitable communication channels and the 
length of time to make observations for. 
 
Field Note Frequency 
There was a question from one of the participants about the length of the field notes 
and how often they needed to be taken. No lower or upper limit was stated for the 
contributions so that those who wanted to contribute more, felt able to do so.  There 
was also an assumption from the commuting participants that if they travelled on the 
same journey, every day there would be nothing new to record. The participants felt 
that the notes would soon become too monotonous. In order to overcome this, different 
strategies were discussed such as taking other positions in the space or referring back 
to the POEMS framework for different things to consider.  It was emphasised that they 
should try to be aware of the things that had changed since their previous journey as 
there would always be some different elements to write about. 
  
Communicating Field Notes 
Two participants expressed an interest in using other types of communication channels 
such as SMS or Twitter. One reason for this was so that it would feel less conspicuous 
recording notes on a phone rather than writing them down in a notebook. After 
discussing this issue, it was agreed that scratch notes could be written on a phone if 
this felt more appropriate but it was still preferable to send in field notes via e-mail. As 
there was a lot of material potentially coming in from so many different people, it 
would be easier to have it all sent to a single place rather than having it spread out 
across lots of different virtual locations. There was also a query about whether scratch 
notes needed to be sent in as well as field notes. Scratch notes act more like an aide–
mémoire for the fieldworker so they are likely to be the only one that can understand 
them. Only the field notes needed to be sent in as these have been written up with 
further detail that is understandable for those who were not there. 
 
Observation Length 
There was uncertainty from one of participants about how long observations needed to 
be made for. They were asked to engage in the activity for as little or as long as 
possible whilst waiting in the transit places. It was suggested that it was better to 
spend a short burst of time noting as much as possible rather a longer period of time 
noting very little. A motivation of the method is that it makes use of spare time whilst 




6.2.5.2 Session 2 Emerging Issues 
Issues that came out of the 2nd  session following the homework activity were related to 
making observations, writing field notes and the level of detail that was required. 
 
Making Observations 
The type of things that the participants observed was dependant on their backgrounds 
so they noticed different things. For example, a participant with a marketing 
background particularly noticed the scruffiness of the posters in the space they were 
observing. A group of participants from a wide variety of background could help to 
notice different characteristics when conducting their observations. 
One of the participants commented that once they started to notice things, they 
could just sit there for hours, as there was so much to see. They remarked that it goes 
to show just how much is filtered out in normal life. Another participant commented 
that they usually tended to people watch and read adverts whilst being bored and 
waiting in a transport location. So for them, the study is just an extension of this 
activity but documenting further what had been seen. 
Two of the participants discussed strategies for positioning within the space and 
the time of the day they were made. For commuters when visiting the same transit 
location repeatedly, they said it would be useful to move to different places to gain a 
different perspective on the same space and try to cover other aspects of it. Also, they 
considered a strategic position in the space such as a balcony or raised area to see as 
much as possible what is going on. They were also mindful of how different times of 
day would affect what could be observed.  
 
Writing Field Notes 
One of the participants realised the importance of typing up the scratch notes as soon 
as possible after the observations had been made. Their experience of typing up the 
homework notes (even as soon as the following day) caused them to hesitate in relation 
to certain details. This made them realise that it would have been better to write them 
up whilst they were still really fresh in their minds and they could recall more about 
what they had seen. 
 The structuring of field notes was a recurring issue from the discussion with the 
participants. The writing up of field notes was made easier if the scratch notes had 
been recorded in a systematic way such as dividing the page up into different 
categories. Some felt that using the POEMS framework was really helpful for doing 
this whilst others preferred to just write about what they had seen as a longer narrative 
account. 
 The participants felt that the distinction between the descriptive and 
speculative field notes was a helpful way to consider what they had observed. As the 
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field notes were completely reliant on observations, there was only so much that could 
be understood without actually talking to people about what they are doing. One 
participant saw the speculative account as further understanding that could be added 
in afterwards whilst they are writing up field notes. This is a slightly different type of 
speculation than what takes place in the field setting as it adds on another layer of 
interpretation to the field notes. 
 
Level of Detail 
There were some issues about prioritising information to record and what is actually 
required from the research being undertaken. This was an area of uncertainty from 
each group of the participants and it was difficult issue to discuss. At the early training 
stages of the research, it was more important that the fieldworkers were able to record 
as much as possible rather than being too limited by specific criteria. As the research 
activity and fieldwork skills develop, the questions and activities to observe could 
become more specific but is was important to remain broad at the outset. This could be 
resolved in the next iteration of the study by showing the participants more examples 
of low, medium and high quality field notes so they could get a better sense of what is 
required. 
 
6.3 Case Study Design  
The study involved recruiting and supporting a group of non-specialists in 
contributing fieldwork material. This recruited participants via an advertisement and 
gave them the previously discussed training in fieldwork techniques.  The research 
questions were set for the participants at the outset and they were asked to return 
material throughout a period of 2 months. Ongoing support for the participants was 
also provided via e-mail whilst the fieldwork activity took place. The ethics committee 
application and approval for this study can be found in Appendix 4.3. 
 When using the term case study, this means to study the complexity of a single 
case of applying the proposed method. This will give an understanding of the 




Employees within large organisations frequently make use of relevant field settings so 
are potentially in a position to report on their experience whilst there. The purpose of 
the study was to use the perspectives of people in relevant field settings as strength 
and tap this latent resource to inform an understanding of activity in the space. 
Throughout this chapter, the participants discussed are those who were recruited to act 
as fieldworkers for the research activity.  
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 As the previous study of social interaction was focussed on transit spaces (see 
chapter 5), this was again the topic of study. Many employees within companies 
regularly pass through these spaces either when commuting to work or travelling on 
company business. The proposal was that the employees who use these spaces could 
spend a small amount of time whilst there making fieldwork observations.  
 The group of people who helped deploy the method was staff at University of 
Dundee. Although universities are a setting where a lot of research commonly takes 
place, they also have clear similarities with large companies. They have many staff 
spread across a large campus that often commute to work or travel for business 
reasons. The management of academia is increasingly being treated in more of a 
business-orientated manner with the need to demonstrate stronger ties with industry 
and commercialise research outputs. With this in mind, it is not unreasonable to assert 
that any findings reached through working with its staff might be transposed to a more 
commercial setting.  
 
6.3.2 Field Research Project 
A field research project to generate insights to inform the strategic design of public 
opportunities was proposed to the university. An important issue for any academic 
when applying for research funding is showing the impact of the research both across 
wider academia but also where appropriate within the local community. Current 
public engagement activity commonly involves hosting events such as free talks or 
family days with fun activities to raise awareness about research taking place at the 
university. However, as they are events based, they can be costly to organise and may 
also be competing with other things happening at the same time so attendance 
numbers can vary greatly. In order to counter this, the proposal was to study transit 
spaces where there is captive audience for engaging with the public. Through 
observing the behaviour of people using these spaces, a set of further questions could 
be generated exploring where a design intervention might be suitable to engage the 
public with the university's work. 
 The stakeholders in this research are those in the university who are 
responsible for public engagement activity. Within the University of Dundee, this work 
is managed under the umbrella of Revealing Research. The Public Engagement Officer 
was approached with a proposal for the study in order to see if any of the activity 
could be aligned with existing projects they had under way. A marketing campaign for 
the Saturday Evening Lecture series was about to commence planning to place 
signboards on local bus routes advertising these events. This showed the marketing for 
the university already saw transit spaces as a good opportunity for reaching out to a 
wider audience. Any outputs from the study observing these spaces and the people in 




The main recruitment criteria were for participants to be staff of the university who 
either commuted to work or had travel plans over the forthcoming two months. They 
were recruited through a variety of channels including campus mailing lists, word of 
mouth and other forms of social media. A total of 17 people (n=17: 9 male, 8 female) 
were recruited as participants. 
 A simple web page was set up with information about the study and a contact 
form to enable people to sign-up (See Fig. 6.3).  This was useful as it provided a single 
point of entry for all participants in the study. A voucher prize-draw along with some 




Fig. 6.3. Participant recruitment web page screen grab. 
 
A specific department called the International Office were approached directly via e-
mail. The staff within this department travel on business to different continents around 
the world in order to promote and encourage students to study at the university so 
they seemed like a potential readymade group of participants. Initially, two people in 
this department showed an interest in participating but once contact had been made 
with their line-manager, a further two people were also recruited.  
 A notice was placed in the weekly campus-wide newsletter asking for 
participants on the study and this yielded another two participants. A notice was also 
placed in the School of Computing department mailing lists which brought in a further 
two participants. The remaining participants were recruited via a snowballing effect of 
asking the participants who had already volunteered if they knew of anyone else who 
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might be interested. Interestingly, the notices on social media did not bring in any 
participants at all even though a message was ‘retweeted' by the main university 
Twitter account. 
 When a person applied to be a participant, a short meeting with them was held 
over coffee to chat and ensure their suitability for the study. During this meeting they 
shared their travel plans for the next two months. 
6.3.4 Participant Background 
The participants were from a variety of departments across the university with a range 
of different travel plans; see the table in Table 6.1 for an overview of the participants. 
They came from 5 sources; DJCAD (art & design school), ESCWE (social work training 
school), International Office (student recruitment), Library & Learning Centre and SoC 
(School of Computing). They were categorised by “traveller type” using the following 
screening protocol:  ‘local' are those who commute to work on a regular basis whereas 
those listed as ‘regional', ‘national' or ‘international' were people travelling longer 
distances for business purposes. Some were listed as more than one type as they 
regularly commuted to work and had other business travel plans during the study 
period. 
PARTICIPANT	   DEPARTMENT	   TRAVELLER	  TYPE	  
P1	   DJCAD	   Local	  
P5	   DJCAD	   International	  
P15	   DJCAD	   Local	  /	  National	  
P17	   DJCAD	   Regional	  /	  International	  
P6	   ESCWE	   National	  
P10	   ESCWE	   Local	  /	  Regional	  
P11	   ESCWE	   Local	  /	  Regional	  
P16	   ESCWE	   Local	  /	  Regional	  
P2	   International	  Office	   International	  
P3	   International	  Office	   International	  
P4	   International	  Office	   International	  
P8	   International	  Office	   International	  
P7	   Library	  &	  Learning	  Centre	   Local	  /	  International	  
P9	   Library	  &	  Learning	  Centre	   National	  
P12	   SoC	   Local	  
P14	   SoC	   Local	  
P13	   Space	  Lab	  (Soc)	   Local 
 
Table 6.1 - Participants, Departments & Type of Travel Planned 
182 
The prior experience of the participants would be likely to affect the things they 
observed and the quality of the field notes they produced. Two participants had 
previous experience of doing ethnographic research  and four participants had come 
from the social work education department so also held a background in similar types 
of qualitative research. This is an inevitable issue with conducting a study of this 
nature where people self-select their involvement so they are drawn to things that 
interest them. The goal of the research was to train people to be informal fieldworkers 
so prior experience was considered when assessing the quality of field notes the 
participants produced against those with lesser experience. Similarly, any feedback or 
criticism on the methodology from the experienced participants was likely to be very 
valuable. 
 
6.3.5 Study Questions 
The theme and questions the participants were asked to explore was as follows: 
 
Observe the behaviour of ways in which people congregate in transit spaces.  
⁃ What are the differences between how large groups of people behave in 
comparison to small groups & individuals? 
⁃ How does the physical layout affect places that people gather? 
⁃ What waiting activities do people use to occupy themselves with? 
⁃ What activities / behaviours lead up to social interaction? 
⁃ How is the space being used to display information? 
 
These questions were deliberately broad so they could allow the participant to not be 
restricted by what they had to observe. The purpose of this was to empower the 
participants to follow their instincts and not be too restricted whilst they were still 
developing their fieldwork skills. 
 
6.3.6 Procedure 
Participants were asked to spend a small amount of time (15 – 20 minutes) making 
observations each time they travelled. It was encouraged that they consciously go into 
a mode of observing for a short space of time rather than casually doing it over a 
longer amount of time. It was also stated that it would not be advisable to spend too 
long doing it as this would be very exhausting and the point of the exercise was for it 
to be a lightweight, non-obtrusive activity.  
6.4 Managing the Participants During Fieldwork 
Following the training sessions, a frequently asked questions document was sent out to 
the participants (See Appendix 3.5). This addressed some of recurring questions from 
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the training activity related to the required length of field notes, structure of field 
notes, focus of observations and how they should be transmitted. 
 Each time a participant contributed a set of field notes, an e-mail response was 
sent acknowledging receipt of the notes along with a small amount of feedback on 
what they had contributed. This related both to what they had observed and to the 
writing of the field notes. 
 None of the participants who failed to send any field notes were contacted 
again because this was regarded, for ethical reasons, as participants having withdrawn 
from the study. They were not reminded to send further notes as they had already 
taken part in the training so it was up to the individual participants if they contributed 
any further material to the study. It was a deliberate decision not to disturb 
participants any further as the notes needed to be contributed on a voluntary basis as 
an activity for the participants if they felt they had enough spare time to do it rather 
than being prompted or continually reminded.  
 Due to scheduling issues, 4 participants were provided with the 1st training 
session and no follow-up 2nd training session. Out of those who did not take part in the 
2nd session, 3 of these dropped out of the study.  
6.5 Outcome of the Fieldwork 
From the initial 17 participants who took part in the training, 8 participants contributed 
field notes during the 2-month study period (See appendix 3.7 for all of the contributed 
field notes). This was a disappointing drop-off in the number of participants who did 
not contribute any further to the study. There could have been a variety of reasons for 
this such as travel already being a stressful time without additional activities or the 
lack of community involvement once the training was completed. There is a full 
discussion of these issues and potential solutions in section 6.7. Table 6.2 shows the 
quantity of notes that were contributed by the participants who provided returns 
alongside the frequency they travelled. Those who did not return any material are not 
listed at all. 
PARTICIPANT	   TRAVELLER	  TYPE	   NOTES	   QUALITY	   TRAINED	  
P3	  	   International	   6	   Low	   Full	  
P7	  	   Local	  /	  International	   6	   High	   Full	  
P9	  	   National	   1	   Mid	   Full	  
P11	   Local	   5	   High	   Full	  
P13	   Local	   3	   Low	   Full	  
P14	   Local	   2	   Mid	   Full	  
P15	  	   National	   2	   Mid	   Half	  
P16	   Local	   2	   Low	   Full 
 
Table 6.2 - Participants who contributed field notes. 
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It shows there was a wide range of material from both commuters (Local) and those 
travelling for business (National / International). There were more field notes sent in 
from the ‘commuters' than the ‘business travellers'. It could be proposed that this is 
because they travelled more frequently so they had more opportunities to make 
observations. If so, then this would suggest that organisations might be able to exploit 
key employee characteristics/contexts when recruiting people. If, for example in this 
case, there were not enough ‘commuters', the organisation would need to pay more 
attention to motivating the non-commuters' to get the required level of effort. 
 
6.5.1 Assessing Quality of Field Notes 
The field notes were assessed based on their quality as to which could be taken further 
for analysis. This split the notes into categories of low, medium and high quality. Only 
notes that were judged to be medium and high quality could be used for any analysis. 
Based on guidance in the literature on how to write a good field note (Sanjek 1990; 
Emerson et al. 2011), the criteria for helping to assess the field notes were: 
• Giving sufficient context about when or where the field notes were written. 
• The level of detail and depth in the descriptions that were provided. 
• Clearly distinguishing between descriptive and speculative observations. 
• Length of time between making observations, writing up field notes and 
sending them in. 
The following are examples from each of the low, medium and high categories along 
with explanations of the characteristics that define their quality. 
 
6.5.2 Low Quality Field Notes 
The following is an example set of field notes judged to have a low quality because of 
their poor level of detail.  
                                                                                                     
 
• Metro in Mexico City 
• Trains are very busy – there are poor people begging.  One man is singing and 
another woman is trying to sell some sort of salsa.  She is carrying a small child. 
• There aren't any adverts 
• In the stations there are people collecting for the Red Cross.  There are also mini 
take away Domino pizza places 
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• At the entrance to the subway there is a woman begging – she has a baby and a 
small child 
• The trains are orange on the outside and have green plastic seats. 
                                                                                                     
The notes lacked a lot of important information that was specified in the field note 
template (See appendix 3.1). The notes did not provide any dates or times for when the 
observations were made or for the length of time they covered. The actual descriptive 
content is very surface level so it jumps about a lot between different things that were 
observed without further explanation. The things that were described did not provide 
enough depth so very little information was given about quantities or further 
descriptive language about appearance of subjects. There is also no distinguishing 
between what is being described and where assumptions have been made. The notes 
were submitted at the same time as 3 other journeys so this may indicate that they 
were not written up within 24 hours of when the observations took place.  
 
6.5.3 Medium Quality Field Notes 
The following is an example set of field notes judged to have a medium quality 
because of their good description but lack of detail in some instances.  
                                                                                                     
 
Location: Glasgow Central Station Concourse, I am sitting on a seat. 
 
Descriptives: 
Lots of people, 10 sitting in my area, far apart from each other, more 
standing around. 
3 are on phones, either talking or tapping at them 
2 are canoodling 
There is a large TV screen high up next to the departures board 
showing adverts and news. 
Some people stand facing the departures board. 
Lots of shops and adverts about the concourse. 
Tannoy announcements of train updates. 
Many folk walking to the local platforms, ones around the national 
ones are gefnerally stationery 
Some hold coffee cups, of the cardboard takeaway type. 
Baggage is left on the fround or at the side on a seat next to the owner. 
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All people now are individuals rather than in a group or with friends. 
A cleaner is sweeping up around the waiting area. 
One person eats a sandwich. 
Another repacks their bag. 
Someone is jogging. 
 
Speculative: 
I presume the jogging person is trying to catch a train. 
                                                                                                     
 
These notes were judged to have medium quality as they offered a good amount of 
description without slipping into speculation. The language used gives a good sense of 
what it is like to be in the space with colourful descriptive terms such as “canoodling” 
being used. The level of detail is sometimes a little vague so, for example, in the 1st line 
it states there are “10 people sitting in my area” but it is difficult to be certain what 
“my area” actually means. The notes then state, “more standing around”, and again 
“more” is a very loose term so it is difficult to get a completely accurate picture from 
this description. The length of the observations was not explicitly stated so it is difficult 
to know how long they lasted for based on the description. 
 
6.5.4 High Quality Field Notes 
The following is an example set of field notes judged to have a high quality because of 
the good level of detail they contain. 
                                                                                                     
LOCATION: Montrose train station 
START TIME: 08.05 14/02/2012 
FINISH TIME: 08.17 am  
POSITION: I am sitting on a cold metal bench in the waiting room.  It is glass 
on 3 sides with the ticket desk in front of me and the platform is behind me 
through the glass. There is an ineffective blow heater noisily blasting out very 
little heat. 
DESCRIPTIVE NOTES: 
There are very few people in the station as the train is not due until 08.18.  A 
woman struggles with the door – there are mixed messages on the door, one 
which says ‘push button to operate' and one which instructs you to push the 
door itself.  The button to operate the door electronically is not immediately 
obvious so people tend to push the door itself but it is very heavy and requires 
you to push your body into it to open. 
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A woman struggles in through the difficult door and sits on another bench – 
she stares out of the window and does not occupy herself with any object – I 
assume she is sleepy as she is yawning and rubbing her eyes. 
People drift in and buy tickets – all for Arbroath or Dundee and I speculate that 
they are commuters. A woman sits next to me on the bench and starts to read a 
magazine. 
The train's imminent arrival is announced but no-one moves which makes me 
think they have all been here before and know that they approaching train can 
be seen from at least a minute away. 
I am the only person in the waiting room with an electronic device as I type my 
scratch notes in to my phone. 
Eventually someone gets up prompting everyone to look and confirm that the 
train is now approaching and it is time to go out into the cold again.  There is 
some interaction as we struggle out of the heavy door, acknowledging the task 
and holding it open for the next person. 
Again, it seems very quiet (as with yesterday and I remember the schools are 
still on holiday.) 
A passenger announcement is made asking people to take care in case the 
platform is slippy. 
We queue at the train doors and regular travellers stand at the same spot every 
day.  The doors beep and as there are very few people travelling there is little 
jostle to board today. 
                                                                                                     
The notes were high quality because they made clear use of the provided framework. 
They contained a information about the context the notes were taken in such as the 
date, start / finish time and observation position. The description gave a good sense of 
the experience of being in the space and the activity that was occurring there. This 
went into sufficient detail about the individual things that were observed without 
slipping into being speculative. Where there was any speculation, the language used 
helped to indicate this was so. For example, “I assume she is sleepy as she is yawning 
and rubbing her eyes.” The field notes were submitted very promptly after the stated 
start time date so this is also helps indicate the notes were written up very soon after 
the observations had been made. 
 
6.5.5 Summarising Quality of Field Notes 
It was useful to assess the quality of the field notes as discussed in this section. This 
helped to indicate which sets of field notes were be useful in further analysis activity. 
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Ongoing feedback and additional training could have been provided to help improve 
the low quality note takers. Such feedback would have also benefitted the medium and 
high quality field note takers to help them refine the focus of their observations further. 
Making improvements in field note writing skills whilst out in the field would have 
provided encouragement to the participants to contribute further material. 
 
6.6 Discussion of the Method 
All participants were invited for follow-up interviews after the fieldwork activity was 
completed. Unfortunately, only 4 were able to take part. The follow-up interviews 
asked questions about participants' prior knowledge of qualitative research, experience 
of the training sessions, fieldwork activities and reflections on the fieldwork material. 
(See appendix 3.6 for a list of the questions asked during interview). 
 
6.6.1 Motivation 
All the participants interviewed had some prior experience of conducting observations 
for qualitative research. A repeated occurrence was that they had tried it before on a 
previous university course either at an undergraduate or a post-graduate level. One of 
the participants said they were interested in ethnographic research so felt involvement 
in the study was an opportunity to see someone else's approach to how this was done. 
 
6.6.2 Training 
The feedback on the training was that it was pitched at a sufficient level and quantity 
for what was required from the participants. One of the participants stated, “It was 
well chunked - not too much and not too little.” The activity where the participants 
were able to try out making observations and discuss this experience as a group was 
also helpful. “I think we went out very well equipped for what you wanted us to do.” 
One participant stated they did not fully understand how the data that was 
contributed was going to be used. This led to concerns about what knowing what to 
write about, “…because what's relevant and what's not?”. 
 
6.6.3 Framework & Support Materials 
The POEMS framework was continually referenced as a very useful tool to support 
making the observations as it was considered memorable and provided a helpful way 
to structure the field notes. The reference card that was provided to the participants 
was not used very much once they were out in the field. “I did have the card but to be 
honest - I mostly just used the POEMS thing because I was carrying so many books 




6.6.4 Skill Development 
The participants interviewed stated they felt their observational and field note writing 
skills had developed as they went along by getting more practiced at it. For example, 
one participant stated that at first, there may have been issues about which categories 
of the framework to make observations under but then became more relaxed about 
labelling so felt it was not such a issue. The feedback that was provided to the 




When discussing any difficulties with making field notes or reasons why they were 
unable to contribute more, the main barrier was other work commitments. This often 
left little time in the transit places to make observations as they would arrive with just 
enough time to board and no more. Also, sometimes the spare moments in the transit 
locations had to be used for e-mailing colleagues or writing reports rather than taking 
part in the study. Other issues were tiredness when travelling frequently or very early 
in the morning and travelling with companions so not wishing to be anti-social. 
 
6.7 Conclusions and Further work 
This section summarises the main issues encountered and proposes changes to the 
method design to deal with these issues. 
 
6.7.1 Summary of Issues 
Below is a short summary of the two key issues, which were encountered during the 
validation of the method. 
 
6.7.1.1 Insufficient Participation 
Half of the participants did not contribute any field notes at all during the study and 
some participants only contributed a small amount. Although this may have been 
because they lost interest in participating any further, the fact they were not prompted 
to send in field notes may have also been a factor. Another factor may have been that 
participants had to contribute out-with their normal work hours whilst travelling. This 
might be asking too much of people without any reimbursement, as it is above and 
beyond their normal work duties. As the employees are not studying for a qualification 
in design ethnography, they need additional motivation to encourage good 
participation. 
 
6.7.1.2 Poor Quality of Some Field Notes 
As discussed in section 6.5, field notes varied in quality with 3 participants producing 
low quality notes. There were only few high quality notes, with many of medium 
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quality. This was despite participants seeming happy with the training they had 
received.  
 
6.7.2 Design Recommendations 
To resolve these issues, the method could work more successfully in a work place 
setting through developing the following areas further:  timely reminders, incentives, 
training and community involvement. 
 
6.7.2.1 Timely Reminders 
To solve the issue of lack of participation by certain participants, a future iteration of 
the study could utilise a scheduling system to send reminders to the participant as they 
are due to contribute field notes. This could be programmed with the participant's 
travel itinerary from the outset. However, it must be adjustable in case travel plans 
change and should take into account if the person has already contributed material so 
they will not be prompted any further. 
 
6.7.2.2 Incentives 
It would help to give people more incentives for making observations and contributing 
field notes. This could be achieved either through simply paying people for the amount 
of time they spend observing or using a points system where they are able to 
accumulate points every-time they send in field notes. These could then be saved up 
and exchanged for a prize at the end of their involvement in the study. 
 
6.7.2.3 Feedback as Training 
A more thorough training programme could help the participants to contribute higher 
quality field notes. A follow-up activity using the actual research questions would be a 
good initial step. The participants also needed more in-depth feedback on the notes 
they provided on this initial exercise, as this was not substantial enough for them to 
greatly improve their fieldwork skills when the field notes were low quality. There 
could also be additional practical exercises so the participants have more experience 
before going out into the field for the live study. 
 
6.7.2.4 Community Involvement 
One aspect from the initial development of the method, somewhat lost from this 
implementation, was the support of a partner or other team members whilst out in the 
field. This continual dialogue previously helped people to frame what they were 
observing and gave many opportunities to discuss observations whilst in the field 
setting. It could be beneficial to use an online messaging service such as Twitter to 
share live stories from the field as they emerged. This openness with gathered material 
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This section will firstly summarise the activities in this chapter followed by a 
discussion of the main findings. 
 
6.8.1 Summary of Activities 
This chapter has described the application of the DiCER method by building upon the 
previous divergent and convergent phases that were developed throughout this thesis 
and adapting it further for use by non-specialists. This required the development of 
training and additional support materials to enable staff from the university to carry 
out fieldwork activities in transit locations. Once the participants were trained, they 
were asked to conduct fieldwork during their commute or whilst travelling on 
business and contribute field notes documenting their observations. An assessment 
was then made of the quality of the field notes that were returned. There were issues 
encountered related to insufficient continued participation and the low quality of some 
of the field notes that were returned. These have been addressed through a set of 
design recommendations for further applications of the method (see section 6.7.2). 
 
6.8.2 Reflection on Main Findings 
The following section will discuss the development of the training phase of the DiCER 
method, the design of the support materials and recommendations for applying the 
method within industry. 
 
6.8.2.1 Developed Method: Training Phase and Validation 
The training provided to the participants was of key importance for developing this 
phase of the method and to give it sufficient validation. This involved planning and 
running workshop sessions for non-specialist fieldworkers within a large organisation. 





Fig. 6.4. DiCER Method: Training Phase Developed in this Chapter 
 
A visualisation of the method (see Fig. 6.4) has been extended to show the additional 
training phase. The section on the right shows the experienced ethnographer sitting 
alongside a group of eight non-specialists. This grouping illustrates the training 
activity that then feeds into the divergent phase of the method where the non-
specialists are allocated individual locations and themes to conduct fieldwork. 
 The real value offered to the non-specialists through participating in the study 
was the training for fieldwork in public settings. This was delivered explicitly at the 
outset through workshop sessions that provided a study briefing and practice that 
allowed gaining a small amount of experience applying fieldwork skills. However, it 
was the continued involvement in the study that provided an opportunity for ongoing 
training as it encouraged further practice of the fieldwork skills and enabled a dialogue 
to be built up with the fieldwork co-ordinator. This potentially helped to build a wider 
fieldwork capacity within the university staff, which could be applied to any areas 
where such observational skills or similar types of reflective activities are required. 
 The locating of this final case study with staff at the University of Dundee rather 
than at NCR was a great pity, as it did not provide the desired opportunity to evaluate 
the method in the setting it was designed for. The reason for this was that design 
ethnography itself is a relatively new approach within the host company NCR, as it 
had only very recently seen the establishment of a formal Consumer Experience 
Research function, so this approach was still trying to gain a foothold in an uncertain 
area. The proposed method was simply a step too far for this challenging corporate 
setting at such a critical stage in its early development. The method required 
employees distributed across the company to voluntarily participate and further 
resources were also necessary in order to provide sufficient training. There was a high 
likelihood of things going wrong, as this was an experimental method itself, so the 
industrial supervisor regarded it to be too risky to deploy it within the company 
setting . In hindsight, this was entirely justified, as there were many issues with the 
deployment of the method at the university as discussed earlier in this chapter. On 
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reflection of this, at least there was no significant damage caused to the reputation of 
Cx Research at NCR. 
 The management of the fieldworkers was again different to the previous 
iterations of developing the method. The first iterations during the divergent phase 
involved fieldwork over a much shorter period of time so only required an initial 
briefing and regrouping halfway through the fieldwork sessions to discuss any issues. 
The fieldwork with the two ethnographers during the convergent phase was over a 
longer period of time (two weeks) but was much more intense and allowed for regular 
communication through updates every few days to discuss findings and strategy. In 
this study, the fieldwork took place over an even longer period of time (one month) but 
it was a lot less intense as the fieldwork was at different times according to the existing 
travel plans of the participants. Being dispersed in this way made it a much more 
difficult task to manage the fieldworkers as everyone had alternative travel plans, 
different levels of ability, willingness to participate and varying styles of 
communication. This really was the biggest challenge of the study and there was an 
insufficient level of planning to address these unanticipated issues so the achieved 
results were limited. 
 There were several participant orientated issues remaining with this 
implementation of the method related to limitations in the setting it was applied, self-
selection, motivation to stay on board and the stressful nature of the situation it was 
applied in. 
 The setting where the method can be applied is limited to only particular 
locations such as the public spaces where it was applied in the studies whilst under 
development. For example, it would not be appropriate to apply this type of method in 
a medical context as sensitive or personal material is often being dealt with. This 
limitation is due to the nature of the method itself where it uses many people dispersed 
across different spatial and temporal contexts. This characteristic of the method should 
be considered when deciding whether it is appropriate for the given topic being 
explored.  
 There has been a reoccurring self-selection issue with the participant 
fieldworkers who have been involved in the study. In the previous studies, this was 
due to the usage of design ethnography students as participants who were training to 
become ethnographers so were likely to be predisposed to learning about fieldwork. 
This issue emerged once again with the study discussed in this chapter as the 
university staff who responded to recruitment advert were likely to be either interested 
in this type of research area or had prior experience of doing similar types of activity. 
In order to overcome these self-selection issues, it is necessary to apply the method 
with a group of participants who have little to no experience of doing fieldwork and do 
not have a research background in this area. 
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 The motivation for the participants to stay on board was limited as the team 
ethos was missing from the main fieldwork activity within this study. The previous 
iterations of the method had always made use of paired fieldworkers so there was a 
continued sense of support whilst out in the field. The participants were able to ask 
each other questions about things they were unsure about, assign different roles to one 
and other, share observations and compare field notes afterwards. In this iteration of 
the method, once the training had been completed, the participants simply did not see 
each other again. This lack of communal support is a large reason there was such a 
significant drop-off in the number of participants who continued to participate in the 
study. 
 Another reason this iteration of the method was not very successful was the 
requirement for people to engage in fieldwork whilst they were already travelling or 
commuting. There are often periods of down time, waiting around when travelling on 
public transport to make sure there is enough time to check-in, board, make 
connections, allow for disruptions etc. However, during this spare time there is not 
necessarily a desire to engage in some work related activity unless it is particularly 
important or urgent (neither of which the participants would have necessarily viewed 
their contribution to this study as such).  This requirement is another key issue limiting 
the amount and quality of fieldwork material that came back. A further iteration of the 
method could be improved by removing this attribute of the fieldworker involvement 
and encourage participation at a more opportune time. 
 
6.8.2.2 Support Materials 
The development of training materials to support people who did not have any 
fieldwork experience was a key addition to the method in this chapter. This added 
element was crucial as it gave participants sufficient grounding to understand what 
ethnographic research was and the potential role it can play as part of the design 
process. The briefing sessions provided a basic introduction to this approach and 
allowed the participants to try out these types of skills along with the support of other 
people who they could share their reflections with. 
 The quality of the support materials that were provided to the participants was 
also really important as this helped them make observations whilst out in the field. 
Only a theme, location map and a simple set of questions were provided to the 
participants in the earlier iterations of the method (see chapter 4). In this iteration, the 
materials were expanded to include a template for keeping field notes and a set of tips on 
field note recording techniques (see Fig. 6.5). The additional material was necessary as it 





Fig. 6.5: Reference card provided to the participants. 
 
It was very important to ensure this material was finished to a high standard, as it was 
the only reference material the participants had. The content of the materials was 
specifically tailored to this study although this could be adapted where appropriate 
depending on the focus of the research. There was also effort put into the graphic 
design of the support materials to help show that considerable thought had been put 
into making them rather than simply being generic templates which had been brought 
in from elsewhere. The importance of making these materials feel special for the 
participant should not be underestimated. It was believed that the time put into 
making the materials appear professional, robust and useful would increase the 
likelihood that this effort would be reciprocated when the participants were out in the 
field.  
 
6.8.2.3 Applying the Method Within Industry 
Although the type of participants in this study was limited to people who were 
commuting or travelling, this does not necessarily need to be the case. The criteria for 
people to participate in fieldwork in this method are actually very open. Anyone can 
join the fieldwork activity after being given a small amount of training. The quality of 
the field notes they keep will be variable but further practice could help those who are 
struggling to be able to improve. The commuting or travelling participant criteria was 
used, as they were people who were more likely to be situated in relevant field settings 
where self-service technologies were in use. However, fieldwork activities can take 
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place in many types of settings so this also opens up the types of people who would be 
able to participate. 
 The method offers further value by helping to identify people that do have strong 
fieldwork skills but are not actively applying them. This could be considered a latent 
fieldwork capacity within an organisation that has yet to be exploited to its full 
potential. Fostering participation from a wide set of people in this method could bring 
people into the research activity who would not normally be involved but may 
nonetheless make a valuable contribution. 
 The voluntary aspect of the fieldworker participation in the method could be a 
hindrance to whether people actually engage in the activities of making observations 
and writing field notes. There is some indication of this issue from the dropout rate in 
this study of people who were trained but failed to contribute any material. To help 
counteract this, a requirement to engage in fieldwork could be written into the job 
description for the type of people who would be expected to participate. This would 
take away some of the ambiguity about who is responsible for doing the fieldwork and 
allow a more concerted effort to train up a distinct set of fieldworkers. 
 
6.8.3 Final Steps 
The final chapter in the thesis will provide conclusions related to the DiCER method, 
recommendations for its use by companies and other practitioners along with a 
discussion on the limitations of this research activity and suggestions for future work. 
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Chapter 7 - Conclusions 
 
This final chapter will firstly summarise the contributions offered by the thesis. The 
next two sections will then highlight the limitations of the research and describe where 
there is potential for future work. Following this, a set of recommendations for large 
organisations using the DiCER method will be provided. In addition to this, there will 
be recommendations for academics working with industry and practitioners seeking to 
apply the DiCER method. The final section will offer some reflections on the thesis 
author's research training experience. 
 
7.1 Contributions 
The research questions and related contributions are described in this section. Each 
contribution refers back to the earlier sets of conclusions where lengthy reflections on 
the research findings and process are provided. 
 
Research question 1: What are the organisational barriers in an engineering-led large 
company that limit an interest in and uptake of consumer experience research? 
 This research question has been addressed with contribution 1: Understanding 
the Challenges of Embedding Consumer Experience Research in an Engineering-led 
Large Company. 
 This has been achieved through engagement with a specific engineering-led large 
company (NCR) and the activities that were engaged in at this company are described 
in full in chapter 3. All of the organisational barriers that were identified are discussed 
in detail in section 3.8.2.1. The following is a short summary of these. 
 A large barrier to making Cx research actionable in a company like NCR, when it 
fundamentally has an engineering-led culture, is the emphasis on cost, function and 
reliability. Designers are key stakeholders for the consumer experience but they have 
to continually push against engineering and developers to have their solutions 
implemented. The timing and level of involvement that designers can have varies 
greatly from project to project. The strict deadlines the designers work to also limits the 
amount of user-centred design research that can be done at the outset or during a 
project. There is actually very little incentive to do any of this type of research at all, as 
the amount of time it takes is perceived as prohibitive. There is real complexity with 
consumer experience research and design as it is dealing with a commoditised service. 
The designers are also working within a business-to-business organisation where they 
are very far removed from their end-users. The needs of the business customer always 
outweigh consumer experience research as the wider emphasis is on cost to the 
customer rather than quality of experience for the consumer.  
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Research question 2: What method is needed to help large organisations serve their 
ethnographic research requirements in less costly ways?  
 This research question has been addressed with contribution 2: A New 
Distributed Consumer Experience Research Method (DiCER). 
 The DiCER method is based on design ethnography and is designed for applying 
within short time frames. A comprehensive overview of the method is provided in 
section 1.5. The method supports the collaboration between ethnographers, designers 
and non-specialist fieldworkers within a large organisation. It is made up of three 
phases of activity: a training phase, a divergent phase and a convergent phase. The training 
phase of DiCER (see section 6.8.2.1) involves the recruitment and training of a large set 
of potential fieldworkers who will be involved in gathering fieldwork data to inform 
the consumer experience research process. The divergent phase (see section 4.4.2.1) sets 
out a range of related themes and suitable locations to situate those themes for the non-
specialist fieldworkers to carry out fieldwork. The convergent phase of the method (see 
section 5.7.2.1) explores the problem defined through the earlier phase of activity in 
much greater detail. This phase requires the involvement of two experienced 
ethnographers working closely with a designer. The outcomes of applying the method 
can be used to inform further consumer experience research activity and facilitate a 
wider appreciation of the results within a large organisation. 
 
Research question 3: What materials are needed to help support non-specialist fieldworkers 
engage in lightweight ethnographic research? 
 This research question has been addressed with contribution 3: Development of 
A Comprehensive Range of DiCER Support Materials.  
The DiCER Method requires a range of support materials to apply it in the context of 
public spaces and across a large organisation. For the training phase of the method (see 
section 6.8.2.2), these support materials include a briefing presentation and a reference 
card to support making observations whilst out in the field. In the divergent phase of 
the method (see section 4.4.2.2), the materials are a set of briefing cards with maps and 
themes, which are provided to different teams working at various locations. In the 
method's convergent phase, (see section 5.7.2.2), the support materials take the form of 
sketched maps of the location where the fieldwork is carried out and a time-lapse heat 
mapping technique to record observations of the space. The materials for the training 
phase are of key importance when applying DiCER across a large organisation. When 
the DiCER method is being applied in a public space context, the developed support 






There are a number of limitations to the contributions presented in this thesis. These 
relate both to the development of the DiCER method overall as well as the individual 
studies. 
 
7.2.1 Depth of the Organisation Study 
The level of understanding gained from the engagement with the Consumer 
Experience design group at NCR, discussed in chapter 3, was enough to help ground 
and orientate the methodological exploration and development that followed. 
However, the amount of material that was collected only focussed on a specific 
department in a particular location. This means the findings are a little restricted to 
reporting on the dynamics of a single group and frequently reflects the personalities of 
the team members who were involved. The study could have gone further through 
conducting more interviews and shadowing other departments in the same location. 
Similarly, further time could have been spent with a comparative Cx group working in 
a completely different location. The study was also limited overall by the level of 
internal support for the research activity to provide further engagement with the team. 
 
7.2.2 Generalising from the Organisation Study 
As discussed in the previous section, the organisation study was based only on a single 
corporation, a specific group and a particular location. This has the drawback of a lack 
generalisability: it is hard to be sure that the issues identified in the study are prevalent 
in other organisations. There has been some attempt at addressing this issue through 
the discussion of literature related to other organisation studies. Nevertheless, it was a 
deliberate decision not to extend the scope of this part of the research further as it 
would have been very time consuming and it was not necessary for the base 
understanding we required to develop our method. An additional study conducted in 
an organisation of a similar size would help to provide further comparison for the 
issues that were encountered. 
 
7.2.3 Specificity of Fieldwork Materials and Tools 
The support materials and tools that are discussed in chapters 4 and 5 were designed 
for the specific context of conducting fieldwork in a large public space with the focus in 
particular on generating knowledge about shared experiences. The consequence is that 
these approaches have only been tried in a public setting so an understanding of their 
applicability in different contexts (i.e. the home or the workplace) has not been 
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explored. The support materials such as the briefing cards could potentially be adapted 
to an alternative set of topics, as could the mapping techniques be applied to a different 
space. However, the number of fieldworkers involved and appropriateness when 
working in a more sensitive, personal space might cause some potential issues. 
 
7.2.4 Testing Intervention in Original Context 
The intervention discussed in chapter 6 was developed based on the research activity 
undertaken on the railway station concourse. Due to difficulties gaining permission for 
installation, the eventual intervention was not evaluated in the original context it was 
designed for. Therefore it is difficult to see the effect it had on the original design 
problem of generating conversations between strangers. Regardless of this, the 
outcome of the study was to help demonstrate how ethnographers and designers could 
work in close collaboration during the fieldwork, analysis and concept generation 
stages of a design project. Although the opportunity to do a complete iterative design 
cycle was lost, there were still considerable outcomes from the collaborative research 
and design activity. 
 
7.2.5 Small Amount of Fieldworker Training 
The training provided to the participants when applying the distributed fieldworker 
method in chapter 7 was very minimal. The participants were given only 2 hours 
worth of training across 2 lunchtime sessions so this was just enough time to provide 
an outline of the study and equip them with the most basic fieldwork skills. The 
training was restricted by the availability of the participants who had to volunteer 
during their lunch breaks in order to be involved in the training sessions. It was an 
insufficient amount of time for the participants who had no prior experience to 
develop their fieldwork skills further. This was reflected in the distinct low quality of 
some of the field notes that were submitted and by those who withdrew from the 
study completely after the initial training stage. 
 
7.2.6 Application of Method in an Educational Setting 
Although the final study, discussed in chapter 6 where the distributed fieldwork 
method was applied, took place in the large organisation of a university with staff 
only, this was still within an educational setting. It was a relatively safe place to apply 
the method as there is much more emphasis and understanding of experimental 
approaches to research. The participants themselves also volunteered to take part in 
the study so their existing research interests often motivated this involvement. 
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Although time and cost is a consideration within any organisation, there is not 
necessarily a key requirement to financially profit from any activity in a university in 
comparison to a corporate setting. The application of the method in a more business 
orientated environment would help to gain a deeper understanding of the issues 
related to applying it under further real world constraints.  
 
7.3 Future Work 
The research discussed throughout the thesis could be extended in a number of ways. 
These include working with further external companies to apply the DiCER method; 
refining the method through further organisational studies; extending the amount of 
training for fieldworkers; creating tools to support the fieldworkers and ethnographers 
co-ordinate their activity. 
 
7.3.1 Applying Method at Industry Partner 
The clearest next step is to apply the DiCER method within the industry partner, NCR 
as proposed in Appendix 1.2. This would help to evaluate the method on a real world 
problem using a group of employees across a large corporation as participant 
fieldworkers. This would also develop the method further by addressing the suggested 
design recommendations (see section 6.7.2) where the study was deployed with 
university staff. This included timely reminders to contribute field notes, further 
incentives to prompt participation and the encouragement of greater collaboration 
amongst employees throughout the study. 
 
7.3.2 Applying Method Through a Design Research Consultancy 
An alternative direction to take the method is to apply it within a design research 
consultancy at the early stages of a project to help frame an initial set of research 
questions. This would place less emphasis on getting buy-in from a whole range of 
employees across a large organisation and explore how it works with an already 
assembled research team. This could help to develop the method further through using 
a group of people with prior experience of generating design research and highlight 
more advanced issues than those encountered by novice users. 
 
7.3.3 Additional Organisation Study 
A study of a similarly sized organisation working in the space of technology 
development could help to provide an appropriate comparison for the issues discussed 
202 
in chapter 3. The topics such as how design is perceived by the wider organisation and 
how it fits into the development process are not unique to the industry partner. A 
further exploration of design practice could provide material to cross-reference the 
findings from the original study and see where new issues emerge. 
 
7.3.4 Extend Fieldworker Training 
It would be worthwhile to extend the amount of initial training provided to the 
fieldworker participants from 2 hours to 2 days. This extra investment at the start of 
the research has the potential to help improve the quality of the returned field notes 
and ensure more people continue to participate. Although this seems like a large 
investment of resources upfront for employees who are already working in a very 
demanding workplace, once the training has been taken, the participants will have 
extended their skill-set further and be able to work on many other future fieldwork 
based projects. 
 
7.3.5 Fieldworker Support Tool 
There is potential for the development of a tool, in the form of a mobile app that 
supports the fieldworkers whilst they make observations and gather field data. The 
app could be a combination of the support material provided at the outset of the 
framework with additional media collecting and tagging tools. This would allow the 
fieldworker to begin the first stage of analysis through tagging and organising material 
whilst in-situ rather than having to sift through a huge range of unsorted material later 
on. This could also provide support for the fieldworkers to communicate the 
observations they have made with each other whilst in the field. 
 
7.3.6 Ethnographer Co-ordinator Tool 
At the other-side of the research activity is the ethnographer who is tasked with co-
ordinating the large group of fieldworkers potentially distributed across many 
different locations. A tool to help keep track of the fieldworkers and collate the 
material they have contributed would be very useful. The tracking facility could help 
to monitor who has already sent in their fieldwork material along with who is 
scheduled to make a contribution but has failed to do so. This would help to flag up 
the individuals who are struggling with the tasks they have been allocated and prompt 
for additional support to be provided. The co-ordinator's tool could connect with the 
fieldworker support tool discussed above to begin analysing the data they have 
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This final section provides recommendations for large corporations engaging in 
people-centred research and other researchers working in collaborations between 
academia and industry. Additionally, there is guidance for practitioners wishing to 
apply the DiCER method and some overall reflections on the research training 
experience. 
 
7.4.1 Large corporations engaging in people-centred research 
Applying the DiCER method within a large organisation has the ability to provide 
management with consumer experience research they can use to help inform their 
business strategy. As this type of research does not necessarily tie into an existing 
product line, it has the added advantage of sitting outside current product 
development activity. Thus it can be more forward looking by identifying gaps in the 
market place and helping to inform decision-making. The knowledge this generates 
enables a bottom-up approach within the organisation where the corporation is taking 
into account consumer experience based research when engaging in key business 
activities. Although this is only one aspect likely to be influential on management, it 
could be an important factor in fostering an equal balance between intuitive and 
analytical thinking. 
 For corporations working in a business-to-business role, the DiCER method is 
able to reach the consumers of the business customers. This has the added value of 
helping business customers to understand the people, behaviours and contexts in 
which their products or services are used. The method could be applied for, with or 
through business customers. As a distinct service for business customers, it could be 
conducted in a consultancy role where the corporation conducts the research 
independently of the business customer and then presents the results. It could be 
conducted with business customers in a joint effort alongside the corporation to make 
use of research expertise from across both companies' staff. A further alternative would 
be where consumer experience research is generated through their business customers 
so the corporation gains direct access to consumers and makes use of their business 
customers as a bridge to the people who actually use the products or services. 
 The internal effect of using the DiCER method within an organisation is that it 
can widen the appreciation for this type of approach. Even the involvement of a non-
specialist solely in the training phase of the method is enough to give a much deeper 
understanding of the potential benefits from this kind of research activity. As this 
approach starts to become embedded within the organisation, those who have 
participated in any phases of activity to generate consumer experience research are 
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more likely to engage with the results. The distributed nature of the method therefore 
offers the strength of seeding people throughout the organisation who are empathic to 
the consumer experience.  
 The needs of business dictate any consumer experience research engaged in must 
be directed towards a problem. This will make the outcomes actionable in the short 
term to help address this problem and inform the wider business strategy or feed into 
the design process. The results can help meet the requirements of a specific project and 
also inform further research activity. For the outcomes to continue to have a long-term 
lasting effect within the organisation, they must be propagated through the use of 
stories. These can be digital slide presentations or in more tangible forms such as 
booklets which can be passed around the organisation and used to enable further 
discussion. 
 
7.4.2 Academics  
The thesis has discussed a wide range of studies all of which have had some degree of 
industry involvement. This has varied from the industrial setting itself being a focus of 
the research (as described in chapter 3) through to the industry partner acting as the 
customer of the ethnographic results and new research method (as described in 
chapters 4, 5 and 6). The following section will discuss key recommendations to help 
other academic researchers working with a similar proximity to industry on future 
projects. 
 A big challenge for this research has been getting and maintaining buy-in from 
the employees of the company NCR. The main issue encountered was being able to 
articulate in detail what the project was about and how the company would benefit 
from it. This was difficult as the focus of the thesis itself shifted many times from 
where it was initially pitched for funding as an interaction design research project 
through to where it finally arrived at in producing a method for applying design 
ethnography. This shift in focus is in fact one of the strengths of this thesis as the 
author has strived to offer relevance to industry whenever possible. It is helpful for all 
those involved in the project to have a short slide deck explaining what the project is 
about. If this does change (which it inevitably will), explaining this shift as early as 
possible to the stakeholders at the industry partner is essential. 
 Another big challenge during this research has been the real world issues of 
working with a corporation when it is adapting to major downturns such as the 
recession in 2008 or wider changes in the marketplace. This has led to a set of 
departures from the company at different occasions during the thesis, including people 
who were to be collaborating on this project. Other shifts in the company occurred 
when there was organisational change and whole departments were broken up and 
redeployed elsewhere. This context of imminent change is difficult to cope with but is 
simply one of the realities of working with industry. Fortunately, the main point of 
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contact for this project remained available throughout so there was consistently 
someone reliable and available to work with. If this had not been the case, it would 
have been necessary to work with others. It is useful to be prepared for this possibility 
by having other contacts within the organisation available if needed. 
 The designers who were involved from industry had a varying level of 
engagement with the research activity. There were some designers who were less 
willing to participate in the research as it added more to their already large workload 
and perhaps took a more theoretical approach than their usual practice necessitated. To 
help address this issue, it is useful to be clear with the designers what is required from 
them, why they are needed and the ways they could potentially benefit from being 
involved. As the research progresses, this working relationship was useful for both 
sides as the designers grew their knowledge of the research activity and were also able 
to provide additional feedback for the researcher's findings. This helped to ensure the 
emerging outcomes were accurate, discussed key points of interest and identified 
anything missing from the investigation. 
 It was really important to at least attempt to validate the DiCER research method 
within the industry setting. In this instance, the conditions were simply not 
appropriate to do this (as discussed in section 6.8.2.1) so the validation occurred within 
a university environment instead. By going through this further iteration of validating 
the method, it helped to show where some of its strengths and weaknesses lay. This 
indicated how the method could be improved in preparation for a future opportunity 
to apply it within an industry setting. 
 The dialogue with the industry partner NCR has remained ongoing all the way 
through to the final writing up stages of this thesis. It means that the door is still open 
to future research activity with the company as they continue to expand their use of 
consumer experience research. It will be important to maintain this relationship as it 




The DiCER method has been developed for use by ethnographers, designers and 
others who require people-centred research to help inform their practice. The following 
section provides some guidance for those who wish to apply the method by 
highlighting the key activities to ensure it is applied effectively. 
 Co-ordinating the non-specialist fieldworkers require a great deal of planning to 
identify themes, locations, negotiate permissions and generate appropriate support 
material. This central organisation helps the fieldworkers to collaborate by giving them 
a structure to work within and allows them to concentrate on the key fieldwork 
activities of observing and recording field notes. 
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 The expected level of depth that will be achieved from applying the DiCER 
method should be factored in when defining the scope of the research at the outset. In 
the divergent phase of the method, there is not an opportunity to engage in more visits 
to the field where the fieldwork protocol can be refined further. However, this can be 
addressed in the later convergent phase of the method where a longer period of time 
can be spent in the field to achieve more depth. 
 Linking the fieldwork themes to the company where the results are to be used is 
helpful to ensure the results are relevant for their intended audience. This means there 
is a familiarity with the fieldworkers and their knowledge of the company is built into 
the research from the outset. 
 The collaboration between designers and ethnographers offers many 
opportunities for both sides to feed into each other's practice. The ethnographers 
provide designers with deep knowledge of people, their behaviours and contexts 
where any of their solutions will be used. The designers can offer ethnographers 
innovative techniques for observing, gathering and analysing fieldwork material. They 
can also turn the insights provided by the ethnographer into something tangible such 
as a prototype or help to visualise the generated insights for further dissemination 
across an organisation. 
 Visual templates of the physical spaces where the fieldwork is taking place helps 
give a shared format for recording observations. This means that when the analysis 
activity occurs, there is a good level of uniformity to the data so any patterns are easier 
to pick-up on. This is an especially useful technique to apply in the divergent phase of 
the DiCER method when there are multiple teams of fieldworkers working at the same 
location. 
 The value of good training for the non-specialist fieldworkers should be heavily 
emphasised. The training phase of the method is when significant value can be added 
to the organisation where it is being applied. The high quality of interactions with the 
fieldworkers as they are introduced to the approach and begin to apply the techniques 
in their fieldwork is crucial. A positive experience in this initial phase will help inform 
their approach to collecting fieldwork data and influence their overall impression of 
the DiCER method. 
 It was a real challenge to manage the fieldworkers over a longer period of time 
(as described in chapter 6) rather than the shorter period of time (as described in 
chapter 4). Ideally, a shorter spell of more intense fieldwork is preferable for the 
divergent phase of the method. There was some great energy and fieldwork material 
generated by having a tight deadline on a single day with all of the fieldworkers 
grouped together at the start, midway through and end of the fieldwork session. In 
comparison, where the fieldworkers first met for the training phase (as in chapter 6) 
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but were left to go through the divergent phase in their own time over the space of a 
month, the results were not as good (see section 6.7.1). There was a significant drop off 
in those who continued to participate and the quality of the returned field notes was 
highly variable. Whilst the DiCER method has the key characteristic of being distributed 
over a large group of non-specialist fieldworkers, when the short bursts of fieldwork 
were also distributed over time, the results were not as convincing. When it is simply 
not practical to have the large group of fieldworkers all participating at the same time, 
there are some further design recommendations for the method (see section 6.7.2) but 
these have yet to be implemented to evaluate their effectiveness. 
 
7.4.4 Research Training Experience 
The thesis author has obtained a wealth of research expertise through planning, 
executing and reflecting upon the activities discussed throughout this thesis. The 
following section will highlight some of the challenges that were encountered and 
describe how these were negotiated.  
 The author only had a very limited experience of research at the outset of the 
project. This included some previous work for an undergraduate project concerning 
user research for disability but it was very small in comparison to the requirements of a 
PhD. 
 The main area of expertise at the start was in interaction design so this area 
became the initial focus of the research. For the first year, there was a desire to practice 
this design activity as research because this seemed like the most familiar space to 
work in. However, as the project progressed, the methods of design ethnography 
became a much stronger theme of the research. This had a practice of its own, in the 
form of fieldwork, and also lent itself to working in a similar interdisciplinary fashion 
as interaction design. The key difference with design ethnography had been a stronger 
emphasis on the requirements of business within the research process. Again, with the 
close industry involvement of this PhD project, design ethnography simply fitted 
better. 
 The location in which the research for this thesis has been conducted also 
communicates its shifting emphasis as time has progressed. It began within a 
computing department, working mainly amongst HCI researchers. It then moved to a 
design school and a product design research studio where physical prototyping was 
frequently taking place. The next home was a desk within industry at NCR; as the 
focus turned towards design ethnography, this was clearly the most suitable location 
to be situated. Finally, through lecturing and embarking on a research career, this has 
given sufficient confidence to begin sharing the newfound expertise with other people 
and different institutions. In the same way the research project has continually 
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evolved, it has been important to stay mobile and make use of the opportunities these 
various locations have afforded the author. 
 The collaboration with MSc Design Ethnography students helped the DiCER 
method to develop immensely. They provided a unique testing ground for many of the 
different techniques the method consists of. The ability to involve three different years 
of this course was very fortunate. Whilst they were able to participate in the various 
studies (as described in chapters 4 and 5), it was additional discussion with these like-
minded people outside of the studies that also helped to influence the wider 
development of the method. A PhD is frequently a very lonely experience but the 
ability to work with people on this course helped both alleviate this feeling and grow 
new ideas in the process. 
 The collaboration with the industry partner NCR provided real context and 
meaning to the research activities that were engaged in. The level of participation with 
the Cx design team increased as the research progressed, so it gave them many 
opportunities to feed into the development of the DiCER method. It was very 
important to pursue this approach as it meant the method would be suited to their 
needs and the wider context of industry. 
 Whilst there were many fruitful collaborations with MSc students and industry 
partners as described above, the project overall involved working in isolation from 
other researchers. Many other PhDs are part of a wider research grouping or are 
funded as part of a bigger project, but this PhD was really separate from anything else 
at this level. This was frequently frustrating as, other than the supervisory team, there 
were no colleagues around working on similar activities to share ideas or findings 
with. This was not an ideal situation as it would have been preferable to have a more 
established environment to work in, but it did allow the research focus to change 
direction when necessary.  
 The overall perception the thesis author has of the relationship between design 
and research has significantly evolved throughout the course of this research. It has 
moved on from the role of a designer in simply making things look and feel beautiful 
to the potential of design having a wider impact on strategy within an organisation. 
Similarly, the role research plays within the design process is more than just providing 
creative inspiration. Researchers can help foster a valuable dialogue with designers 
through continued participation and reflection upon the design process. 
 In addition to the key role as a researcher, this has also shifted back and forth 
during the thesis between working as an ethnographer (as in chapters 4 and 6) and a 
designer (as in chapters 5). This has been a really beneficial transition to make as it 
provided a perspective from both disciplines and highlighted where the crossovers 
frequently occurred.  Also, even when working as an ethnographer, there has still been 
a design-led approach to producing the necessary support materials. At this final stage 
in the thesis, the author has settled on approaching research from a design perspective 
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but very closely aligning with ethnographers to make use of and contribute to the 
methods in their research field. However, there still is much to be gained from 





External Cx Perspective Questions 
 
- Begin with project overview / introduction. 
- Ask about recording the conversation 
 
What is your background? How long have you worked for NCR and in your current 
role? 
 
What is your view of user/consumer based approaches to product development? 
 
What are the responsibilities of people working within your department? 
 
How does your function tie-in with the work produced by Cx? 
 
What initiatives, if any, are you currently working on that involve the Cx function or 
most recent contact with them? 
 
What are the ways in which Cx contribute their skills on different types of projects? 
 
How does communication commonly take place between your department and Cx? (e-
mail, meetings, phones calls, informal chats etc.) 
 
How are the needs / requirements of the consumer / customer used to drive decision 
making within your department? 
 
What are the challenges involved with collaborating with Cx and more widely across 
the organisation? 
 
What would improve Cx in your view? 
 







This	  proposal	  outlines	  a	  consumer	  experience	  (Cx)	  research	  project	  investigating	  the	  process	  of	  
self-­‐check-­‐in	  airports	  from	  a	  consumer	  perspective.	  The	  purpose	  of	  this	  is	  to	  create	  formal	  
knowledge	  of	  how	  consumers	  interact	  with	  NCR's	  travel	  LOB	  solutions	  in	  the	  context	  they	  are	  
actually	  used	  to	  feed	  business	  activities	  for	  both	  product	  development	  and	  strategic	  direction.	  
This	  will	  be	  achieved	  by	  applying	  a	  new	  approach	  based	  on	  design	  ethnography	  that	  makes	  use	  
of	  distributed	  observations	  by	  a	  large	  group	  of	  people	  within	  a	  short	  time	  frame.	  This	  study	  will	  




What	  is	  Project	  Border	  about?	  
• • Project	  Border	  is	  investigating	  the	  process	  of	  self-­‐check-­‐in	  within	  airports	  from	  
a	  consumer	  perspective.	   
• • This	  project	  is	  based	  on	  design	  ethnography	  concerned	  with	  understanding	  
the	  daily	  life,	  behaviours	  and	  experiences	  of	  consumers	  in	  order	  to	  create	  deep,	  
meaningful	  and	  actionable	  design-­‐oriented	  insights. 
• • This	  focus	  of	  the	  observations	  will	  be	  how	  people	  interact	  with	  self-­‐check	  in	  
kiosks	  and	  the	  particular	  pain	  points	  they	  encounter.	  Specifically	  the	  different	  types	  of	  
documents	  users	  handle,	  onscreen	  language	  selection	  and	  passport	  scanning	  
interaction. 
• • This	  involves	  using	  an	  approach	  for	  generating	  knowledge	  about	  consumers	  
within	  a	  short	  time	  frame	  through	  distributing	  observational	  activity	  across	  a	  large	  
group	  of	  people.	  This	  approach	  has	  been	  developed	  iteratively	  through	  a	  number	  of	  
studies	  and	  is	  designed	  for	  deployment	  in	  public	  contexts.	   
What	  is	  being	  asked	  for?	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• • Approval	  from	  the	  strategic	  director	  of	  the	  Travel	  LOB.	  Support	  from	  a	  solution	  
manager.	  A	  meeting	  at	  the	  start	  of	  the	  project,	  participation	  in	  a	  workshop	  to	  take	  
ownership	  of	  the	  material	  that	  has	  been	  gathered.	  
• • Support	  from	  a	  Cx	  designer	  working	  on	  the	  Travel	  LOB.	  –	  This	  would	  involve	  
half	  an	  hour	  per	  week	  input	  to	  help	  steer	  the	  research	  and	  keep	  it	  focussed	  on	  the	  
needs	  of	  Cx	  design.	  A	  2	  hour	  analysis	  workshop	  towards	  the	  end	  of	  the	  study.	  
• • 16	  frequent	  business	  travellers	  from	  across	  NCR	  to	  participate	  in	  the	  study	  
activity	  recruited	  via	  an	  open	  call.	  Involvement	  requires	  3	  training	  sessions	  and	  the	  
fieldwork	  activity	  itself	  taking	  place	  whilst	  the	  participants	  are	  travelling	  with	  an	  
estimated	  10	  hours	  of	  involvement	  per	  participant.	  
• • Permission	  from	  airport	  operators	  to	  make	  observations	  in	  the	  terminals.	  
What	  will	  come	  out	  of	  it? 
• • Knowledge	  centred	  on	  the	  experience	  of	  travel	  and	  self	  check-­‐in	  to	  inform	  
further	  initiatives,	  strategic	  direction	  and	  product	  development	  in	  this	  area.	  
• • Consumer	  research	  skills	  for	  the	  participants	  who	  are	  involved.	  
• • A	  shared	  view	  of	  the	  actual	  consumer	  experience	  to	  help	  facilitate	  
interdepartmental	  communication	  throughout	  product	  development.	  
What	  options	  are	  available? 
There	  are	  options	  related	  to	  the	  participants	  who	  are	  involved:	  
• • Plan	  A	  -­‐	  Use	  employees	  of	  NCR	  as	  fieldworkers. 
Advantages:	  They	  would	  bring	  knowledge	  related	  to	  NCR	  business	  and	  products	  to	  the	  
fieldwork	  activity.	  It	  would	  equip	  NCR	  employees	  with	  skills	  to	  make	  consumer	  
observations	  and	  benefit	  any	  future	  similar	  endeavours.	  Promote	  inter-­‐team	  
collaboration	  between	  employees	  who	  may	  not	  have	  worked	  together	  previously. 
Disadvantages:	  Difficulty	  in	  gaining	  project	  buy-­‐in	  from	  such	  a	  large,	  distributed	  group	  
of	  employees	  without	  direct	  management	  pressure.	  Time	  and	  resources	  required	  for	  
employees	  to	  participate.	  	  
• • Plan	  B	  -­‐	  Use	  external	  participants	  as	  fieldworkers. 
Advantages:	  Cheaper	  as	  requires	  less	  company	  time	  and	  resources.	  Gain	  a	  fresh	  
perspective	  from	  a	  group	  of	  people	  who	  have	  no	  prior	  experience	  of	  working	  on	  self-­‐
service	  products.	   
Disadvantages:	  Sharing	  consumer	  insights	  with	  external	  people.	  Potential	  difficulty	  
with	  co-­‐ordinating	  a	  group	  of	  people	  who	  do	  not	  work	  for	  the	  same	  company.	  
	  
Project	  Background	  
The	  approach	  involves	  generating	  knowledge	  about	  consumers	  within	  a	  short	  time	  frame	  
through	  distributing	  observational	  activity	  across	  a	  large	  group	  of	  people.	  It	  has	  been	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developed	  iteratively	  through	  a	  number	  of	  studies	  and	  is	  designed	  for	  deployment	  in	  public	  
contexts.	  	  It	  is	  based	  on	  design	  ethnography,	  which	  is	  concerned	  with	  understanding	  the	  daily	  
life,	  behaviours	  and	  frameworks	  of	  consumers	  in	  order	  to	  create	  meaningful	  and	  actionable	  
design-­‐oriented	  synthesis,	  analysis	  and	  insights.	  This	  is	  different	  to	  the	  type	  of	  user	  research	  
that	  is	  carried	  out	  in	  a	  lab	  with	  formal	  studies;	  it	  takes	  place	  ‘in	  the	  wild'	  ie	  the	  actual	  context	  
where	  a	  product	  or	  service	  is	  used.	  This	  approach	  makes	  use	  of	  multiple	  (10	  or	  more)	  relatively	  
untrained	  fieldworkers	  supported	  by	  a	  trained	  researcher	  to	  carry	  out	  the	  research,	  field	  
preperation,	  protocol	  development,	  data	  gathering	  /	  analysis.	  The	  suggestion	  is	  that,	  after	  
being	  given	  only	  a	  small	  amount	  of	  training,	  the	  fieldwork	  element	  of	  design	  ethnography	  can	  
be	  carried	  out	  by	  people	  who	  are	  non-­‐specialists	  in	  this	  area,	  for	  example	  ordinary	  NCR	  
employees.	  
Aim 
• -­‐	   Investigate	  the	  process	  of	  self-­‐check	  in	  within	  airports.	  This	  will	  mainly	  focus	  
on	  the	  NCR	  TouchPort	  70	  and	  other	  competitor	  products	  that	  provide	  similar	  
functionality.	  This	  will	  seek	  to	  understand	  the	  pain	  points	  when	  checking-­‐in	  specifically	  
the	  different	  types	  of	  documents	  travellers	  handle,	  on	  screen	  language	  selection	  and	  
the	  passport	  scanning	  interaction.	  
Rationale 
The	  purpose	  of	  this	  study	  is	  to	  create	  consumer-­‐centred	  design	  knowledge	  in	  contrast	  to	  
existing	  technology	  or	  marketing	  focused	  perspectives.	  This	  will	  provide	  value	  on	  2	  levels.	  At	  a	  
high-­‐level,	  the	  knowledge	  will	  feed	  into	  the	  strategic	  direction	  for	  the	  travel	  LOB	  and	  on	  a	  
practical	  level,	  the	  insights	  will	  support	  the	  Cx	  design	  team	  during	  product	  development.	  
	  
Objectives 
A	  framework	  will	  be	  generated	  that	  captures	  and	  describes	  the	  stable,	  structural	  aspects	  of	  the	  
research	  findings.	  This	  framework	  will	  be	  made	  tangible	  via	  a	  set	  of	  deliverables.	  These	  are	  a	  
consumer	  journey,	  traveller	  scenarios,	  consumer	  insights	  maps,	  report	  &	  presentation.	  
• -­‐	   Consumer	  journey	  –	  The	  user	  insights	  presented	  in	  the	  visual	  format	  the	  Cx	  design	  
team	  commonly	  use	  to	  help	  illustrate	  consumer	  understanding.	  
• -­‐	   Traveller	  scenarios	  -­‐	  A	  rich	  text-­‐based	  story	  representing	  the	  perspectives	  of	  different	  
types	  of	  user	  groups.	  
• -­‐	   Consumer	  insights	  map	  -­‐	  An	  overview	  of	  the	  delivered	  framework	  enabling	  further	  in-­‐
depth	  reading	  when	  necessary.	  
• -­‐	   Report	  &	  Presentation	  –	  Detailing	  the	  user	  research	  insights,	  outcomes,	  research	  
process	  and	  learning	  points	  for	  carrying	  out	  similar	  activities	  in	  the	  future.	  
Method 
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The	  approach	  will	  make	  use	  of	  existing	  resources	  across	  the	  company	  by	  utilising	  the	  travelling	  
experience	  of	  employees	  who	  regularly	  use	  SST	  located	  within	  transit	  hubs.	  The	  approach	  can	  
be	  broken	  down	  into	  the	  following	  steps:	  
1. 1.	   Permissions	  –	  Contact	  the	  airport	  locations	  where	  observations	  will	  take	  place	  
so	  security	  related	  issues	  are	  negotiated	  in	  advance	  of	  the	  fieldwork	  activity.	  The	  
observations	  will	  take	  place	  in	  the	  check-­‐in	  area	  rather	  than	  the	  departures	  lounge	  or	  
passport	  control,	  so	  whilst	  security	  is	  still	  a	  major	  concern	  in	  any	  part	  of	  the	  airport,	  
this	  is	  one	  of	  the	  lesser	  sensitive	  areas.	  We	  are	  seeking	  to	  work	  in	  major	  airports	  such	  
as	  London	  Gatwick	  or	  Amsterdam	  Schiphol. 
2. 2.	   Recruitment	  –	  An	  open	  call	  will	  be	  put	  out	  internally	  asking	  for	  voluntary	  
participation	  in	  the	  study.	  Due	  to	  ethics	  concerns,	  it	  must	  be	  an	  open	  call	  rather	  than	  a	  
targeted	  call	  as	  no	  one	  can	  be	  approached	  directly.	  The	  call	  will	  define	  the	  specific	  
group	  of	  participants	  we	  are	  interested	  in	  and	  highlight	  any	  incentives	  there	  are	  for	  
participation. 
3. 3.	   Training	  –	  Lightweight	  training	  (detailed	  in	  the	  ‘training'	  section)	  will	  be	  
provided	  to	  help	  improve	  the	  participants	  understanding	  of	  the	  project	  goals	  and	  
research	  questions,	  and	  equip	  them	  with	  basic	  observational	  research	  skills.	  	  
4. 4.	   Fieldwork	  –	  The	  fieldwork	  activity	  will	  involve	  recording	  small	  diary	  entries	  
observing	  others	  SST	  usage	  in	  airport	  check-­‐in	  locations.	  This	  will	  use	  an	  internet-­‐
based	  short	  messaging	  service	  (for	  example	  Twitter)	  to	  record	  the	  observations.	  The	  
participants	  will	  not	  be	  expected	  to	  carry	  out	  any	  interviews	  or	  initiate	  direct	  
communication	  with	  their	  subjects.	  At	  the	  end	  of	  each	  journey,	  participants	  will	  be	  
asked	  to	  provide	  a	  summary	  of	  their	  fieldwork	  observations.	  
5. 5.	   Data	  Rating	  –	  Due	  to	  the	  nature	  of	  the	  approach	  i.e.	  distributing	  fieldwork	  
observations	  across	  a	  large	  group	  of	  people,	  the	  quality	  level	  of	  the	  data	  (detail,	  
accuracy)	  may	  vary	  greatly.	  This	  means	  it	  will	  be	  necessary	  to	  flag	  up	  any	  potential	  
problem	  data	  where	  its	  integrity	  is	  questionable	  so	  it	  does	  not	  have	  a	  negative	  impact	  
on	  the	  rest	  of	  the	  data.	  This	  will	  seek	  to	  filter	  out	  anything	  that	  may	  be	  below	  standard	  
or	  if	  it	  has	  possibly	  been	  made	  up.	  
6. 6.	   Analysis	  –	  The	  data	  will	  be	  analysed	  as	  it	  comes	  back	  from	  the	  field	  so	  an	  
emerging	  picture	  can	  be	  created	  whilst	  the	  fieldwork	  activity	  is	  still	  ongoing.	  This	  will	  
apply	  the	  initial	  steps	  of	  a	  grounded	  theory	  approach	  by	  using	  open	  thematic	  coding.	  
Once	  the	  fieldwork	  activity	  is	  completed,	  a	  workshop	  will	  be	  held	  involving	  a	  designer	  
and	  solutions	  manager	  so	  they	  are	  able	  to	  get	  a	  full	  sense	  of	  the	  richness	  of	  the	  
fieldwork	  data.	  Although	  the	  original	  fieldworkers	  will	  not	  be	  directly	  involved	  in	  the	  
analysis	  activity,	  any	  findings	  will	  be	  reported	  back	  to	  them	  to	  verify	  their	  observations	  
have	  been	  interpreted	  accurately.	   
7. 7.	   Reporting	  –	  A	  number	  of	  deliverables	  will	  be	  generated	  (detailed	  in	  the	  
‘objectives'	  section)	  based	  on	  the	  outcome	  of	  the	  data	  analysis.	  
Participants 
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The	  intention	  is	  to	  involve	  a	  group	  of	  16	  people	  who	  have	  little	  or	  no	  experience	  in	  making	  
ethnographic	  fieldwork	  observations.	  In	  the	  first	  instance,	  we	  would	  seek	  to	  utilise	  people	  who	  
are	  frequent	  business	  travellers	  (sales	  people,	  engineers,	  solution	  mangers	  etc).	  If	  this	  were	  
not	  possible	  due	  to	  recruitment	  or	  ethical	  issues,	  we	  would	  seek	  an	  alternative	  group	  by	  
contacting	  a	  travel	  agency	  who	  are	  regular	  customers	  of	  NCR	  (i.e.	  Concur	  Solutions). 
There	  are	  a	  variety	  of	  options	  with	  regard	  to	  the	  involvement	  of	  the	  participants.	  	  
NCR	  employees	  or	  University	  recruited	  participants 
This	  option	  is	  related	  to	  the	  type	  of	  participants	  who	  are	  involved.	  The	  advantage	  of	  using	  NCR	  
employees	  is	  that	  if	  the	  approach	  is	  applied	  again,	  there	  will	  already	  be	  a	  group	  of	  people	  who	  
are	  familiar	  with	  the	  technique.	  Additionally,	  the	  fieldwork	  observation	  skills	  they	  are	  trained	  
with	  and	  the	  appreciated	  understanding	  of	  the	  consumer	  perspective	  could	  provide	  ongoing	  
value	  to	  the	  organisation	  beyond	  their	  involvement	  in	  the	  study.	  Disadvantages	  are	  that	  it	  will	  
require	  considerable	  company	  resources	  to	  give	  the	  employees	  time	  to	  be	  involved	  in	  the	  
study.	  This	  will	  also	  require	  a	  lot	  of	  buy-­‐in	  from	  the	  employees	  themselves	  to	  take	  time	  away	  
from	  their	  already	  busy	  work	  schedule.	  Using	  a	  group	  of	  university-­‐recruited	  participants	  could	  
help	  to	  address	  this	  issue	  although	  it	  would	  mean	  losing	  the	  business-­‐orientated	  background	  
knowledge	  offered	  by	  a	  group	  of	  NCR	  employees.	  
Multiple	  non-­‐specialists	  only	  or	  Multiple	  non-­‐specialists	  plus	  experienced	  researchers 
This	  option	  is	  related	  to	  the	  experience	  level	  of	  the	  fieldworkers.	  	  This	  would	  include	  an	  
additional	  condition	  with	  experienced	  researchers	  also	  carrying	  out	  fieldwork	  using	  a	  different	  
research	  method	  i.e.	  a	  pair	  of	  researchers	  with	  lengthier	  fieldwork	  immersion.	  The	  advantages	  
of	  this	  are	  it	  would	  provide	  further	  results	  to	  compare	  against	  the	  multiple	  non-­‐specialists'	  
material	  by	  providing	  an	  alternative	  perspective	  on	  the	  research	  questions.	  The	  disadvantages	  
are	  that	  experienced	  fieldworkers	  may	  need	  to	  be	  sourced	  from	  outside	  the	  company,	  as	  there	  
are	  not	  people	  with	  this	  skill	  set	  already	  in	  NCR	  so	  this	  might	  be	  costly.	  
Already	  travelling	  or	  purposeful	  field	  visits 
This	  option	  is	  related	  to	  how	  the	  observations	  are	  made.	  Participants	  who	  are	  already	  
travelling	  would	  make	  any	  observations	  during	  their	  own	  planned	  trip.	  This	  mimics	  the	  future	  
application	  of	  the	  approach	  by	  being	  an	  activity	  people	  carry	  out	  whilst	  they	  are	  in	  the	  airport	  
and	  already	  travelling.	  The	  disadvantages	  of	  this	  is	  it	  being	  difficult	  to	  judge	  whether	  the	  
participants	  will	  actually	  have	  time	  to	  make	  observations	  if	  they	  have	  to	  catch	  a	  flight.	  Also,	  
the	  time	  and	  locations	  where	  the	  observations	  are	  made	  will	  be	  scattered	  so	  it	  will	  be	  more	  
difficult	  to	  arrange	  permissions	  in	  advance.	  A	  purposeful	  visit	  by	  a	  large	  group	  of	  observers	  
would	  mean	  the	  activities	  could	  be	  focussed	  for	  a	  specific	  amount	  of	  time	  in	  a	  particular	  
location.	  This	  is	  possibly	  more	  practical	  but	  changes	  the	  nature	  of	  the	  observations	  from	  being	  
something	  the	  participant	  does	  as	  part	  of	  normal	  business	  trip	  into	  an	  activity	  they	  have	  to	  set	  
aside	  a	  large	  amount	  of	  time	  to	  do.	  	  
Training 
Lightweight	  training	  will	  be	  provided	  to	  help	  improve	  the	  participants	  understanding	  of	  the	  
project	  goals	  and	  research	  questions,	  and	  equip	  them	  with	  basic	  observational	  research	  skills.	  
This	  will	  be	  delivered	  remotely	  to	  small	  groups	  via	  meeting	  place	  presentations.	  	  A	  template	  




Introduction	  to	  design	  ethnography	  (DE)	  and	  basic	  fieldwork	  skills.	  Why	  use	  DE?	  Who	  else	  is	  
using	  it?	  What	  value	  does	  it	  bring?	  Provide	  an	  overview	  of	  the	  training	  course,	  a	  list	  of	  
resources	  for	  further	  reading	  and	  set	  out	  a	  reading	  activity	  for	  the	  following	  week.	   
Session	  2 
Group	  discussion	  on	  reflections	  from	  the	  reading	  task.	  Present	  the	  approach	  that	  will	  be	  used	  
as	  part	  of	  the	  forthcoming	  study.	  	  Set	  out	  some	  observations	  activities	  to	  try	  for	  the	  next	  
session. 
Session	  3 
Report	  back	  on	  the	  observations	  made	  and	  the	  experience	  of	  making	  them	  to	  other	  group	  
members.	  Introduce	  the	  field	  notes	  template	  and	  other	  support	  materials	  that	  will	  be	  provided	  
to	  the	  participants	  during	  the	  study.	  Deliver	  short	  written	  assessment	  to	  measure	  level	  of	  skills	  
attained. 
Ethics 
The	  study	  will	  need	  to	  be	  approved	  by	  the	  University	  of	  Dundee	  ethics	  committee	  including	  
the	  use	  of	  standard	  participant	  consent	  forms	  and	  information	  sheets.	  
There	  are	  a	  number	  of	  important	  ethical	  issues	  to	  consider	  in	  relation	  to	  this	  study.	  The	  
intention	  is	  to	  recruit	  frequent	  business	  travellers	  who	  are	  employed	  by	  NCR.	  It	  must	  be	  made	  
clear	  to	  the	  participants	  that	  their	  involvement	  is	  entirely	  voluntary	  rather	  than	  something	  
they	  have	  been	  asked	  to	  do	  as	  part	  of	  their	  job	  duties.	  Strategies	  for	  negotiating	  this	  will	  
include:	  
• • An	  open	  call	  aimed	  at	  our	  target	  group	  of	  participants.	  No	  one	  will	  be	  directly	  
approached	  to	  participate	  in	  the	  study.	  
• • An	  incentive	  for	  taking	  party	  in	  the	  study	  through	  offering	  entry	  into	  a	  prize	  
draw.	  Also,	  the	  participants	  will	  be	  given	  some	  training	  to	  carry	  out	  the	  required	  tasks	  
and	  will	  also	  be	  given	  feedback	  on	  the	  results	  at	  the	  end	  of	  the	  study.	  
It	  will	  be	  stressed	  that	  their	  participation	  is	  entirely	  voluntary	  and	  they	  are	  free	  to	  leave	  the	  
study	  at	  any	  time.	  It	  will	  also	  be	  of	  key	  importance	  to	  maintain	  participant's	  anonymity	  and	  
protect	  their	  identity	  throughout	  the	  entire	  duration	  of	  the	  study.	  If	  any	  data	  provided	  by	  the	  
participants	  is	  of	  poor	  quality	  (ie	  they	  make	  stuff	  up)	  this	  cannot	  be	  fed	  back	  to	  their	  seniors.	  It	  
is	  crucial	  that	  any	  such	  politically	  sensitive	  issues	  are	  handled	  with	  care	  so	  that	  there	  is	  no	  risk	  
to	  the	  participants	  who	  are	  involved.	  
Resources 
People	  –	  A	  Cx	  design	  team	  member	  to	  provide	  support	  for	  the	  project	  (half	  an	  hour	  per	  week)	  
through	  feedback	  on	  the	  study	  design,	  fieldwork	  findings,	  analysis	  etc.	  16	  participants	  are	  
required	  from	  across	  the	  company	  who	  are	  frequent	  business	  travellers.	  A	  Cx	  designer	  and	  
travel	  LOB	  solutions	  manager	  are	  required	  to	  take	  part	  in	  a	  2	  hour	  field	  data	  analysis	  
workshop.	  
Equipment	  –	  Meeting	  place	  for	  provision	  of	  training.	  A	  smart	  phone	  for	  each	  participant	  to	  
record	  their	  observations	  (may	  use	  their	  own	  devices	  if	  available).	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Risk	  Analysis 
There	  are	  a	  number	  of	  potential	  pitfalls	  that	  could	  impact	  the	  progress	  of	  this	  project.	  These	  
are:	  
Ethics	  –	  The	  issues	  highlighted	  in	  the	  previous	  section	  may	  prove	  to	  be	  troublesome	  when	  
gaining	  approval	  from	  the	  university	  ethics	  committee.	  This	  type	  of	  work	  is	  outside	  the	  
territory	  the	  committee	  are	  familiar	  with	  (industry-­‐based	  ethnographic	  fieldwork)	  so	  the	  clarity	  
of	  the	  submission	  is	  highly	  important.	  
Access	  –	  As	  we	  are	  planning	  to	  work	  in	  a	  sensitive	  environment,	  where	  there	  are	  many	  
security	  restrictions	  in	  place,	  gaining	  physical	  access	  could	  be	  a	  potential	  problem.	  
Fieldworkers	  –	  As	  authorisation	  will	  be	  sought	  from	  airport	  operators,	  they	  will	  need	  to	  have	  a	  
security	  pass	  to	  prove	  they	  have	  permission	  to	  make	  observations.	  There	  is	  also	  the	  internal	  
political	  risk	  (see	  the	  ethics	  sections)	  within	  NCR	  related	  to	  quality	  of	  observations. 
Internal	  Buy-­‐in	  –	  Approval	  for	  the	  project	  will	  need	  to	  come	  from	  Derek	  Everett,	  strategic	  
director	  of	  solutions	  management	  for	  Travel	  LOB.	  The	  clarity	  of	  the	  project	  proposal,	  including	  
required	  resources	  and	  anticipated	  outcomes,	  will	  help	  enable	  the	  project	  to	  progress	  
internally.	  
Project	  Schedule 





Appendix 2.1  
 
Ideas from Brainstorm at University of Aberdeen	  
	  
Problem	  
How	  to	  get	  people	  who	  may	  be	  strangers	  to	  talk	  to	  each	  other	  on	  a	  railway	  station	  concourse?	  
	  
Ideas	  
• Give	  people	  something	  to	  whinge	  about	  
• Group	  games	  :	  simple	  ones	  
• Bluetooth	  notify	  interesting	  person	  close	  (match	  profile)	  
• Hire	  somebody	  to	  start	  talking	  
• Sort	  people	  into	  groups	  which	  may	  talk	  business	  	  casual	  
• Give	  them	  something	  to	  talk	  about	  
• Strange	  things	  :	  strange	  picture,	  people,	  write	  something	  controversial	  
• “no	  long	  term	  kissing”	  sign	  on	  station	  
• Pinch	  on	  bottom	  from	  wall	  reaching	  out	  (may	  be	  easier	  for	  bench)	  
• Interactive	  roads	  to	  lead	  people	  to	  each	  other	  
• Remove	  sign	  posting	  so	  you	  have	  to	  ask	  
• Spot	  light	  from	  ceiling	  highlighting	  a	  person	  
• Useless	  bench	  :	  upside	  down.	  Absurd.	  Trick	  people	  to	  sit	  on	  it	  
• Giant	  ball	  of	  plasticine	  for	  people	  to	  play	  with	  –	  shared	  sculpture	  
• Put	  electronics	  in	  ‘plasticine'	  components	  and	  project	  on	  screen	  
• Abstract	  art	  on	  big	  screen	  
• Lots	  of	  objects	  to	  put	  in	  position	  then	  make	  holograph	  out	  of	  it.	  
• Subconscious	  messages	  “speak	  to	  people	  next	  to	  you”	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Appendix 2.3  
 
Stories from the Field 
The following is an extract from the report by the 2 ethnographers discussing the initial 
themes from the data analysis workshop. 
 
Stories about the relationship between Space & how people spend Time 
 
Personal Gadgets 
People like to spend time on their personal gadgets like mobile phones, ipods, laptops etc. in the 
station area. Some people read newspapers, magazines and play Crossword or Sudoku. People who 
talk on their mobile phones are generally found at the rear end of the station (close to tie rack). Such 
people sometimes lean on railings or stand close to other stationary objects like walls, poles etc. 
 
Mediators 
Certain factors/objects/experiences mediate interactions amongst strangers. These mediators are as 
varied as children, dogs, pigeons, food, tattoos, having shared a common experience like a journey 
etc. Other factors like need of information, and accidental activities like dropping something also 




Some factors allow strangers to stay in their individual bubbles and not interact with strangers. Elderly 
people sit close to each other even if they do not know each other. On the contrary, younger people 
appear to be busier than the older people and avoid interacting with strangers. Existing groups are so 
consumed within their own conversations and activities that they do not interact with others. 
 
Thresholds 
The railway station concourse is in a state of flow. It has a particular rhythm to it. From people and 
trains arriving and departing at the station to people involved in their activities, everything follows 
some sort of logic. A person entering the station keeps walking to the departure boards slows down 
as he approaches the boards; pauses, and then walks towards his destination (benches, platform etc.). 




Strangers prefer to sit at a distance from each other and occupy alternate seats if enough seats are 
available. In case they have to sit next to each other, they prefer to face opposite directions. Seats on 
the edges generally get occupied before other seats and elderly passengers prefer to sit closer to the 
departure boards due to visibility problems. 
 
During busy hours, people sit on railings; edges of shops etc. and the ones spend less time in the 
space, sit closer to the exits. Sometimes people create an ‘island of luggage' around themselves to sit 
comfortably in the open space. In open spaces large groups occupy more central spots. Also multiple 




Individuals prefer to stand close to stationary objects like poles, the tie rack, walls etc. Most of the 
people stand behind the benches facing departure boards. When the station gets crowded, people 
stand next to bigger groups (treating them like stationary objects). The distance between two 
standing people is generally larger than the distance between two sitting people (on the benches). 
 
Information 
The need for certain information is a big factor in helping people interact with each other. In the 
station area, people can be broadly classified as the ones who are in need of some information (about 
travel etc.) and others who have the information that they require. Generally people who need 
information prefer to either contact staff members at railway station or police personnel. Others prefer 
to talk to strangers who appear to be calm and composed. 
 
Kiosks 
Queuing to use the self service kiosks seems to be a social norm. In more than one occasions people in 
these queues interact with each other regarding using the kiosk. 
 




There are forces of attraction and repulsion that operate between people in a public place. They 
interact with each other directly or indirectly or through some mediators. In other cases, strangers 
seem to be making a conscious effort to avoid any interactions with strangers. Be it helping a stranger 
in using a self-service kiosk or sitting next to a stranger facing their back to him/her, strangers tend to 
interact with each other in one way or another. 
 
Pausing 
People who spend time at the concourse between arrival and departure engage in different activities 
like eating, chatting with friends, texting, calling, listening to music, watching other people, reading or 
using their laptop at times. But there is a certain state of ‘pause' which can be understood as the time 
interval when people are not consumed by any activity. People fit into this paused state are the ones 




People use existing objects (poles, boards, walls, benches, tie rack shop) as anchors for certain 
activities such as people watching, texting/calling, reading, eating and greeting people. The railway 
station provides these anchors in the form of benches to sit but people also use other stationary 
objects like information boards, railings etc. to anchor themselves. 
 
Clustering 
People either cluster around anchors or around other people when the station is crowded. For 
example, when individuals/groups sit/sleep in the middle of corridor spaces establish the space and 
activity as normal/acceptable, so other people start sitting around them. People even occupy the 
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same floor spots over time. Teenagers use the last bench that faces the wall to hang out, meet friends 
and chat on most days. 
 
Appendix 2.4  
 
  























“ Observations can make your life richer. The sheer value of things you see and 
learn during observation, the amount and quality of information can not 
only lead to a great research project and inspire amazing products, but 
also profoundly alter your way of thinking.” 
 
John Toubakaris, 
MSc Design Ethnography 
 




What does it mean to observe? 
“If you want to understand what motivates a guy to pick up skateboarding, you 
could bring him into a sterile laboratory and interrogate him… or you 
could spend a week in a skatepark observing him interacting with his 
friends, practicing new skills and having fun. Ethnography is observing 
people's behavior in their own environments so you can get a holistic 
understanding of their world—one that you can intuit on a deeply 
personal level.”- LiAnne Yu, cultural anthropologist 
 





- Taken in the field, sketches, brief quotes, notes to self, stray thoughts. 
 
Field notes 
- Written up later on. Read scratch notes, think, then write up. Write to share. 
Write for the future 
 











Kumar V, Whitney P. Faster, Cheaper, Deeper User Research. Design 






If you answered "yes" to either of the above and are member of university staff, then we 
want to hear from you! 
Project Border is exploring how the University can make better use of public transit spaces 
like airports and train stations to engage the public with its work. This is exploring the 
potential in getting staff who commute via bus and train and/or travel regularly via train/air 
for work to become 'University fieldworkers'. 
We are seeking to recruit around 15 people to try out this idea. It would involve attending 2 
one-hour training sessions in doing field observations in public spaces, and then doing 
observations as you travel anyway for or to work. 
This is really exciting work and we hope might lead to a wider University 'pool of in-house 
fieldworkers' who could help inform the design of new kinds of ways to engage the public 
with what we do. Other than the 2 training sessions and a little writing up of notes (which 
often could be done as you travel anyway!) it shouldn't add anything to your busy work 
schedule. Food and drinks will be provided during training sessions which will be offered at 
lunchtime and at 5pm. Those who take part will also be entered into a prize draw for a £50 
Amazon voucher. 
The window for this is - training sessions available at various times in late January and early 
February, and your fieldwork sometime during any appropriate travels in February or early 
March. 
Are you interested or do you know any other University of Dundee staff who might fit the bill 
and be interested? Please enter your details below and we will be in touch shortly. 
Name:  
 
E-mail address:  
University Department:  




Task | Homework 
 
Challenge: Spend 15 minutes writing observations of your journey to or from 
work. 
 
Output: Some field notes to share during the next session. 




LOCATION:	  Arbroath	  to	  Dundee	  train	  
	  
START	  TIME:	  8:30am	  Mon	  30/1/2012	  
FINISH	  TIME:	  8:50am	  	  
POSITION:	  I	  am	  sat	  in	  the	  window	  seat	  on	  a	  table	  of	  four,	  the	  luggage	  compartment	  is	  
directly	  behind	  me,	  with	  the	  doors	  behind	  that.	  There	  are	  3	  other	  individuals	  seated	  at	  
the	  table.	  	  
	  
	  DESCRIPTIVE	  NOTES:	  	  
In	  my	  range	  of	  vision	  all	  of	  the	  seats	  are	  occupied.	  There	  is	  little	  spoken	  conversation	  
taking	  place.	  The	  person	  sitting	  across	  the	  table	  has	  a	  smartphone	  in	  his	  hands,	  
headphones	  on	  and	  linked	  to	  his	  phone	  and	  it	  is	  resting	  on	  the	  ledge	  of	  the	  table.	  
Those	  I	  can	  see	  from	  where	  I'm	  sitting	  are	  reading	  the	  newspaper,	  listening	  to	  a	  music	  
player	  or	  using	  their	  mobile	  phone.	  A	  lot	  of	  people	  have	  kept	  their	  jacket	  on	  for	  the	  
journey.	  
	  
SPECULATIVE	  NOTES:	  I	  would	  guess	  that	  it	  was	  people	  travelling	  individually	  this	  
morning	  as	  no	  one	  was	  talking	  to	  each	  other.	  Nobody	  had	  used	  the	  overhead	  storage	  
so	  many	  people	  just	  travelling	  to	  work	  rather	  than	  going	  longer	  distances.	  During	  the	  
time	  I	  was	  in	  the	  carriage,	  no	  one	  took	  a	  call	  on	  their	  mobile.	  
	  
	  
Long	  Distance	  Travel	  Example	  
	  
LOCATION:	  Edinburgh	  airport	  
	  
START	  TIME:	  2:15pm	  Tue	  24/1/2012	  
FINISH	  TIME:	  2:35pm	  
POSITION:	  I	  am	  seated	  at	  a	  bench	  by	  the	  entrance	  doors	  to	  the	  domestic	  departure	  
gate.	  I	  am	  observing	  queues	  at	  the	  check-­‐in	  desks	  for	  BA.	  
	  
DESCRIPTIVE	  NOTES:	  There	  is	  only	  one	  desk	  that	  people	  are	  queuing	  in	  front	  of	  for	  this	  
flight.	  There	  are	  26	  individuals	  in	  the	  queue.	  	  In	  the	  last	  10	  minutes,	  12	  individuals	  have	  
joined	  the	  queue.	  The	  departures	  screen	  highlights	  that	  lots	  of	  flights	  have	  been	  
delayed	  due	  to	  the	  severe	  weather	  conditions.	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SPECULATIVE	  NOTES:	  Many	  of	  the	  young	  couples	  in	  the	  queue	  look	  like	  they	  are	  going	  
on	  their	  holiday,	  this	  is	  suggested	  by	  the	  snatches	  of	  conversation	  and	  the	  type	  of	  
clothing.	  The	  delayed	  flights	  have	  meant	  there	  is	  a	  backlog	  of	  people	  in	  the	  airport	  
today	  making	  it	  feel	  a	  bit	  busy.	  A	  man	  leading	  a	  family	  of	  5	  struggling	  with	  lots	  of	  travel	  




Frequently	  Asked	  Questions	  
	  
Do	  I	  need	  to	  write	  at	  least	  500	  words	  for	  each	  set	  of	  field	  notes?	  
There	  is	  no	  set	  length	  for	  the	  field	  notes.	  The	  field	  notes	  can	  be	  any	  length	  that	  you	  feel	  
comfortable	  with	  writing.	  This	  could	  range	  from	  a	  short	  140-­‐character	  message	  to	  a	  paragraph	  
with	  a	  couple	  of	  sentences	  to	  1000	  words.	  Please	  contribute	  as	  much	  or	  as	  little	  as	  you	  can	  
manage	  to	  write-­‐up	  from	  your	  observations	  in	  the	  field.	  	  
	  
Should	  my	  field	  notes	  be	  written	  as	  a	  rich-­‐narrative	  or	  structured	  within	  the	  POEMS	  
framework?	  
Write	  the	  field	  notes	  as	  a	  rich	  narrative	  (story-­‐based)	  account	  of	  your	  observations	  using	  the	  
template	  provided	  on	  the	  reference	  cards.	  There	  was	  some	  discussion	  during	  the	  training	  
sessions	  as	  to	  how	  the	  POEMS	  framework	  should	  structure	  the	  field	  notes.	  To	  clarify,	  it	  is	  the	  
role	  of	  the	  lead	  researcher	  to	  analyse	  the	  data	  by	  putting	  it	  into	  this	  structured	  format.	  
However,	  it	  is	  useful	  to	  consider	  POEMS	  whilst	  making	  observations	  in	  the	  first	  place	  as	  this	  
can	  help	  you	  to	  explore	  different	  aspects	  of	  what	  you	  might	  observe	  with	  an	  informed	  
understanding	  of	  how	  it	  will	  be	  used	  afterwards.	  
	  
Do	  I	  need	  to	  make	  observations	  every	  time	  I	  commute	  to	  and/or	  travel	  for	  work?	  
Please	  do	  try	  to	  carry	  out	  a	  brief	  observation	  session	  each	  time	  you	  travel.	  This	  might	  be	  more	  
difficult	  for	  commuters	  but	  please	  do	  not	  worry	  if	  you	  are	  unable	  to	  do	  this	  as	  frequently.	  We	  
are	  grateful	  for	  any	  spare	  time	  you	  are	  able	  to	  use	  to	  make	  a	  contribution.	  
	  
How	  long	  should	  an	  observation	  session	  last?	  
Observations	  can	  last	  from	  as	  little	  5	  minutes	  to	  up	  to	  an	  hour.	  It	  is	  unlikely	  you	  would	  want	  to	  
spend	  any	  longer	  than	  this	  as	  it	  would	  be	  too	  exhausting	  and	  an	  element	  of	  the	  method	  is	  
about	  using	  spare	  time.	  It	  is	  preferred	  that	  you	  move	  consciously	  into	  observation	  mode	  for	  a	  
shorter	  period	  of	  time	  rather	  than	  spending	  a	  longer	  period	  of	  time	  doing	  it	  more	  casually.	  
	  
Should	  I	  write	  about	  my	  experience	  of	  making	  observations	  and	  keeping	  field	  notes?	  
This	  is	  certainly	  an	  aspect	  of	  the	  study	  we	  are	  interested	  in	  and	  will	  be	  covered	  in	  the	  post-­‐
fieldwork	  follow-­‐up	  interview.	  For	  the	  moment,	  please	  just	  write	  about	  the	  things	  you	  have	  
observed	  using	  the	  reference	  cards	  as	  a	  guide	  rather	  your	  own	  actual	  experience	  being	  a	  
fieldworker.	  
	  
Am	  I	  allowed	  to	  take	  photographs?	  
Do	  not	  take	  photographs	  whilst	  making	  your	  observations.	  Most	  places	  require	  permission	  to	  
do	  this	  and	  some	  people	  may	  see	  it	  as	  a	  intrusion	  of	  their	  privacy.	  
	  
When	  should	  I	  send	  in	  my	  field	  notes?	  
Aim	  to	  write-­‐up	  and	  send	  in	  your	  field	  notes	  the	  same	  day	  or	  within	  at	  least	  24-­‐hours	  after	  
your	  journey.	  This	  will	  help	  you	  to	  recall	  any	  smaller	  details	  that	  are	  more	  likely	  to	  be	  forgotten	  
after	  this	  period	  of	  time.	  
	  
Can	  I	  use	  other	  types	  of	  communication	  channels?	  
Some	  people	  suggested	  Twitter	  or	  texting	  field	  notes.	  It	  would	  be	  interesting	  to	  explore	  the	  
possibility	  of	  these	  as	  data	  collection	  channels	  but	  for	  simplicity,	  please	  only	  send	  in	  your	  field	  
notes	  using	  the	  e-­‐mail	  address	  projectborder2012@gmail.com.	  If	  possible,	  write-­‐up	  your	  notes	  





Border	  Study	  -­	  Follow-­up	  Interview	  Questions	  EXPERIENCE	  PRIOR	  TO	  THE	  STUDY	  • • What	  is	  your	  current	  job	  title	  and	  what	  does	  this	  role	  entail?	  • 	  • • What	  level	  of	  education	  have	  you	  attained?	  (eg	  Degree,	  PhD	  etc)	  • 	  • • When	  was	  the	  last	  time	  you	  engaged	  in	  formal	  education?	  • 	  • • Do	  you	  have	  any	  prior	  experience	  of	  ethnography	  or	  qualitative	  research?	  • 	  • • What	  was	  your	  motivation	  for	  being	  involved	  in	  the	  study?	  	  TRAINING	  • • How	  useful	  was	  the	  training	  you	  were	  provided?	  • 	  • • Was	  the	  training	  you	  were	  given	  appropriate	  for	  the	  tasks	  you	  were	  asked	  to	  do?	  • 	  • • What	  other	  types	  of	  activities	  would	  have	  been	  useful?	  • 	  • • What	  was	  the	  least	  helpful	  part	  of	  the	  training?	  • 	  • • Did	  you	  experience	  any	  problems	  during	  the	  training	  sessions?	  	  FIELDWORK	  • • Can	  you	  talk	  me	  through	  an	  your	  observations	  from	  an	  example	  set	  of	  field	  notes	  and	  the	  process	  that	  led	  up	  to	  sending	  them	  via	  e-­‐mail?	  	  • • How	  did	  the	  materials	  (ref	  cards)	  you	  were	  provided	  with	  support	  your	  observations	  /	  field	  notes? 	  • • How	  would	  you	  compare	  the	  observations	  you	  made	  at	  the	  start	  of	  the	  study	  to	  those	  made	  at	  the	  end? 	  • • How	  often	  did	  you	  commute	  or	  travel	  during	  the	  study	  period? 	  • • How	  many	  opportunities	  did	  you	  have	  to	  make	  observations	  in	  comparison	  to	  the	  frequency	  you	  travelled? 	  • • What	  were	  the	  barriers	  to	  contributing	  field	  notes? 	  • • Did	  you	  encounter	  any	  problems	  whilst	  making	  observations? 	  • • What	  were	  the	  most	  memorable	  observations	  you	  made? 	  • • If	  you	  were	  to	  make	  any	  further	  observations,	  what	  would	  they	  be? 	  • • Did	  you	  feel	  you	  had	  enough	  support	  whilst	  making	  observations? 	  • • How	  satisfied	  was	  you	  with	  your	  overall	  experience	  of	  the	  study?	  • 	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Appendix 3.7 
 
The following are the field notes contributed by the participants during the study. 
 
Appendix 3.7.1 - Participant P3 
 
Metro Railroad North train between New Paltz and New York Grand Central Station 
4.40pm Eastern time 
The train is old and quite dated looking.  The seats are made of red and blue plastic. 
 There is a strong smell of disinfectant and fish.  There is little space for advertising, 
only two boards at the end of each carriage near the door.  There are rows of three 
seats on one side and rows of two seats on the other.  No one is speaking and most 
people are wearing headphones.  The guy I can see to my left is playing some sort of 
war game on his laptop. 
 
AMTrak North East Regional Train from New York Penn Station to Boston 
Depart 5.40, arrive 10.00pm Eastern Time 
All the seats face the same way.  No one is really speaking.  The lighting is very dim. 
 Most people are asleep or watching TV programmes on Ipads.  The only facilities on 
the train are very grotty toilets and a buffet car.  There are two guys talking to the 
vendor in the buffet car.  There is no space for advertising. 
 
Flight from Edinburgh to Newark 
Departs 9.00 GMT 
Airport - Café Nero 
There is a young family behind me.  The mother is trying to persuade the little girl to get 
into a buggy.  There is a couple in front of me who are drinking coffee but not speaking 
to each other. There is an announcement every 15 minutes that says 'welcome to 
Edinburgh airport'.  There are screens with adverts on them but no one seems to be 
paying attention to these.  Most people are sleeping, sitting in silence or using laptops 
or Ipads.  I guess this is due to the early time of day.	  	  
Miami Airport – 9pm 
·         Dark outside 
·         Smells chips and burgers 
·         Rows of chairs divided up by tables facing each other 
·         Every 15 minutes there is announcement in Spanish and English giving the 
local time 
·         There are several people reading and one person has a laptop 
·         One group of Americans are phoning their respective families to arrange a 
pick up time at the airport in Washington 
·         There is a man in a suit speaking on the phone. 
·         Everyone stops what they are doing to listen to the announcements 
·         There are no adverts 
Flight: Mexico City to Miami, 8am 
·         Most people are sleeping 
·         All the announcements are in Spanish and English 
·         Most people ignore the air stewardess who tells everyone to switch their 
phones off – people keep their headphones in too 
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·         The plane is very quiet apart from a small baby – the mum keeps telling her 
to be quiet 
·         The magazines in the seat pockets are in both English and Spanish 
Metro in Mexico City 
·         Trains are very busy – there are poor people begging.  One man is singing 
and another woman is trying to sell some sort of salsa.  She is carrying a 
small child. 
·         There aren't any adverts 
·         In the stations there are people collecting for the Red Cross.  There are also 
mini take away Domino pizza places 
·         At the entrance to the subway there is a woman begging – she has a baby 
and a small child 
·         The trains are orange on the outside and have green plastic seats. 
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Appendix 3.7.2 - Participant P7 
Border Project – Fieldwork Notes 
Location - Dundee railway station – ticket office 
Date - 3/2/12 
Start time - 1715 







E D Peculiar shaped room – rectangular but with the corners cut off, with 2 doors leading 
into staff areas and glass automatic door into the upper concourse. These doors keep 
opening and shutting with no-one going in or out – probably because the sensor is 
detecting passing traffic. 
Carpeted and warm – the most comfortable area in the station. The carpet tiles are 
stained in places, dirty at the entrance and has been repaired with brown packing tape 
in one place.  
The quiet is only broken by occasional conversation between counter staff and their 
exchanges with customers, and beeping sounds from their computers as they use them.  
Glassed in ticket counter with 7 positions, 2/3 staffed during the observation period 
(one staff member pulled down their blind but continued working at the counter. 
Glass exterior wall – would let a lot of daylight in. Plenty of good artificial light. 
O D Metal seating (row of 3), display carousel of tourist leaflets, big flat display of 
timetables and promotional leaflets.  
Small freestanding whiteboard on castors, positioned at the head of the queue. Movable 
column/tape barrier to indicate where to queue.  
Video display of train departures on the wall opposite the ticket counter – not visible 
when seated.  
Charity “wishing well” (the sort you roll coins around in). 
“Window box” of plastic greenery plants above head level along one wall. 
P D Low traffic of customers compared to the rest of the station at this time of day. Very 
little queuing – a couple of people had to wait, but for less than a minute. Most come in 
to buy tickets, mostly for short-distance journeys today. Several customers had other 
enquiries – one about card payment for a ticket bought yesterday, one about multi-trip 
ticket options, one to pick up a prebooked ticket. 
One person came in, looked at the timetables/leaflet display for a few minutes, then 
walked out.  
S D Quality of customer service variable – one staff fairly abrupt when dealing with an 
enquiry, and continued a conversation with his co-worker while serving the customer. 
The other two more approachable in their manner. Information given about multi-trip 
options didn't include a flexipass, which would have suited this person's need better 
than the monthly that was being recommended. 
P S Most customers who came into the office were commuters and/or confident railway 
users – only a few had luggage, and most requests for service were formulated 
efficiently and in “railwayspeak”. 
M D One person accompanying a customer read and commented positively on the 
promotional message on the whiteboard about a cheap rail deal – then read further and 
discovered she wasn't eligible. 
M S Not much scope in this area for engagement, as this isn't a space where people are 
waiting (unless queues build up, which I've rarely seen). Customers are focused on 
getting counter service then leaving. 
 
Border Project – Fieldwork Notes 
Location - Dundee railway station – downstairs waiting area 
Date - 9/2/12 
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Start time - 1725 







E D The area is rectangular: the long sides  are walls made of clear glass panels looking out 
onto the platforms, and the short sides are the ticket barrier at one end and the cafe at 
the other, with corridors at either side of the cafe that lead to the bar. There are two sets 
of auto-opening sliding doors in each wall, giving access to the platforms (one on each 
side). It's well lit and ventilated. Although the area is heated, it's not warm because of 
the frequent flow of cold air as the doors open to the platforms. 
E D The cafe area is very open and accessible, in contrast to the bar area, which is 
approached down two short corridors and has a closed glass door at the end of each 
corridor (presumably the door is required by licensing laws). 
E D Sounds: the occasional barking of a small dog that's with a couple who are waiting for 
a train; occasional railway announcements (same as noted in earlier fieldwork session), 
quiet conversations between seated people and a couple of people talking on their 
mobiles. The radio playing in the cafe can be heard faintly. 
E D There's seating for 12 4 sets of metal railway seats, and there's seating for about 10 
people around 4 tables in the cafe area. During the observation period there wasn't 
much movement to and away from the seating. 
P D There are relatively few people here – about 10 seated in the general area, about 5 
sitting in the cafe. 
As the time for a train arrival drew near, more people came through the ticket barrier 
and just stood in the middle of the concourse. Most looked at the departure board for 
quite a while, ie not just a quick glance. 
P S The amount of extended attention given to the departure board surprises me, because as 
a regular commuter I only give it a quick scan as I walk through this area, and the 
people who are looking at it steadily look like short-distance travellers (ie no big 
luggage) so probably aren't looking at it because they need lots of the information on it. 
Perhaps they're just looking at it for something to do, rather than looking about them – 
a way of avoiding catching the eye of anyone. 
P S Judging by the luggage they have with them, I think most people are short distance 
travellers (backpacks or handbags) – only one couple have a larger bag with them. 
M D The departure board is the largest message source in the area and the one that people 
are paying most attention to. There are some railway posters (same type as noted in 
earlier fieldwork session). There are two displays outside the cafe: 
• • A pull-up banner with a large graphic and a few words, advertising hot 
food 
• • A smaller A-frame sandwich board, branded with the cafe name along 
the top and advertising a meal deal: more details of the offer than the larger 
banner. 
Both are positioned facing the ticket barriers. 
M S The cafe's advertising is oriented like that because virtually all their custom comes 
from people waiting for a train, not people coming into the area from the platforms. 
O D 5 people are using mobiles: 3 on a call, 1 playing a game and 1 using the slider (can't 
see what he's doing – maybe choosing music because he has earphones attached to the 
phone). 
 
Border Project – Fieldwork Notes 
Location - Dundee railway station – upper concourse 
Date - 14/2/12 
Start time - 1715 








E D This is almost entirely a transit area – there is no seating, and many entrances/exits: 3 
to the outside, stairs and lift to the lower concourse, door to the ticket office and a staff 
door. It's well-lit and while not warm, it's appreciably warmer than being outside. 
S D There are lots of services on offer, mostly self-serve: 
• • Business card printing machine 
• • Photo booth 
• • Cash machine 
• • Ticket machine 
• • Journey planner machine 
• • WH Smith newsagent 
• • Litter bin 
P D Almost everyone walks straight through the area. Of those who are leaving the station, 
the exit nearest Discovery is the most used, closely followed by the exit nearest the 
ticket office; the third is right next to the one near the ticket office and is a smaller exit, 
which may be why it's used the least. Of those who are entering the station, almost 
everyone uses the stairs rather than the lift to go down to the platform level. 
M D A large percentage of the wall space is taken up by signage: 
• • 4 large commercial advertising posters (which change regularly) 
• • 8 Scotrail posters, with a mixture of information (e.g. timetables), 
instruction (e.g. don't litter) and promotion (e.g. for the sleeper service) 
• • Several directional signs 
• • Local information poster/map 
• • Video display showing departures interspersed with a security 
announcement 
M S Given that this is a transit rather than a waiting area, my initial opinion was that the 
density of messages/advertising seems unprofitably high. However, as a regular 
commuter I notice the contents of two of the commercial posters every time I travel, 
because of the angle at which they're positioned, so they're effective as a message 
carrier. The ones that are perpendicular to my line of travel are invisible to me. 
P D There's a great variability in the population density of this area – it seesaws between 
being almost entirely deserted to being densely crowded, as trains arrive. 
P S People who walk straight through usually do so rapidly and purposefully, rather than 
strolling or wandering. A small minority buy tickets at the machine or go into the ticket 
office, so most people must have a ticket in their possession when they come into the 
station. Most people obviously know where they want to go; they only slow down or 
stop to look at the departures board.  
M S The departures board display switches between the list of trains and times (2 pages at 
peak times), and a static security notice. The security notice is annoying because you're 
forced to wait until the trains list appears – it would be better for customers to run the 
security notice as a ticker along the lower edge of the screen. 
P D Those who make a transaction at the newsagent are generally leisurely – they browse a 
bit before making their selection, and don't seem to be in a hurry when they engage 
with the seller. 
S D A station staff member walked through with a litter picker, but only found one item to 
pick up – the whole station is almost completely free of litter and there always seem to 
be plenty of staff standing around with not much to do, so it's well patrolled for litter. 
P D There is a mixture of individuals and small groups (2-3 people) – more individuals than 
groups. 
O D The newsagent has half its stock within the shop alcove and half on wheeled display 
units in front of the shop, all within good visibility of the seller. This area would look 
very different when the newsagent is closed. 
 
Border Project – Fieldwork Notes 
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Location - Dundee railway station – platform 4 
Date - 15/2/12 
Start time - 1725 
Finish time - 1740 
 
This is the first time it's been mild enough to sit still outside and make observations! There were 
about 14 people standing or dsitting when I arrived, and there's a dribble of people being added 
– the next train is still 15 minutes away so the numbers will increase soon. 
 
The metals seats are comfortable but cold. The lighting is adequate but not good – lots of 
shadows and not as bright as the interior lights. There's a cold breeze along the plastform from 
time to time. 
A station staff member is walking along with a long-handled dustpan and brush – there's very 
little litter. 
 
Most people are standing, and mostly  close to the wall of the station building – only 2 are 
standing out from the wall, aone in the middle of the platform width and the other closer to the 
edge. I surmise that most people choose the wall position because it's more sheltered from the 
breeze, and because they're less conspicuous there. 
 
Mostly people have small hand luggage – only a few with trolley cases – so I presume most are 
commuters. 
 
There are several overhead display boards along the length of the platform, at right angles to the 
wall, all showing the same things – the scheduled and expected times of the next 2 departures, 
and the stops of the next train. Below these is shown the current time. 
 
There is very little conversation going on, and what there is is fairly quiet – most people are 
travelling solo. Slightly more than half the solo people are occupying themselves – a few 
reading a book or newspaper, two reading with e-readers, all the rest using a smartphone/mobile 
device. Of those using smartphones, a minority are using headphones. Only one is talking on 
their phone – all the others are sliding, looking at the screen or keying. 
 
Everyone is stationary, despite the chill. I am one of the rare people who walk up and down the 
platform while waiting for the train – this is a long platform so I usually make a couple of trips 
to the end and back. I do this for 3 reasons: 
• • to keep warm (when it's cool/cold) 
• • to get some exercise after sitting at a desk all day 
• • despite the fairly spartan surroundings of the platform, walking to the end gives 
a good view of the sky, which is often gloriously coloured with the sunset at this time of 
year, and gives me a chance to stretch my eyes after doing close work inside all day. 
 
The train can be seen approaching a couple of minutes before it arrives, and people gradually 
move to the edge of the platform as the train gets closer. The regular commuters know where 
the carriage doors are going to be when the train stops, and form a series of clusters at those 
points along the platform. If they're like me, they're choosing the carriage where the door is 
closest to the exit of their destination station. 
 
Most people observe the etiquette of standing on either side of the door so that exiting 
passengers have room to get off. On my evening train there's often a blind man with a cane who 
uses the door where I wait, and people usually back off a couple of extra steps when they see 
him at the doorway, to give him more room. Occasionally the conductor is beside him and talks 
to him, but he's quite competent by himself. 
 
1.  Border Project – Fieldwork Notes 
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Because I spent time in two different airport lounges in one afternoon/evening, I thought I 
would write about both in this set of notes because my natural tendency was to compare and 
contrast them. 
 
Locations - Airport lounges, Edinburgh and Frankfurt 
Date - 19/02/12 
Start time - 1950 







  Edinburgh Frankfurt 
E D Has the feeling of a lounge – carpeted areas, mixture of lighting 
with soft general lighting and brighter light in work-oriented 
areas. Soft furnishings in a mixture of reds and blues. 
A starker, smaller area, decorated in vanilla and grey, all hard floor 
surfaces, brightly lit throughout, with half the seating area taken by 
standard gate-lounge style seating. 
O D Lounge seating arranged in a variety of groups of sofas and 
chairs, close enough together for easy quiet conversation,at 
different angles which provides visual variety 
Lounge seating in a regimented square pattern, far enough apart so 
that individuals could sit in one of the squares but not feel as if they 
were too close to anyone else. 
S D Large lounge used by passengers from different flights and 
different airlines, so there is a departure board and people 
coming and going at different times 
Small lounge used only by passengers disembarking at a single gate, 
so no departure board is necessary – everyone is here for the same 
flight. 
S D Self-serve servery area with hot and cold drinks, snack-sized 
portions of cold food (mixture of sweet and savoury) 
Tables frequently cleared of empty plates, rubbish etc. 
Similar servery area, fewer high fat/high sugar snacks than at 
Edinburgh. Tables cleared much less frequently, although similar 
numbers of passengers as in Edinburgh. 
S D/S Both lounges have a large-screen TV, in both cases none of the passengers paid it any attention during the observation period. I find 
the background noise from it quite annoying, but I never use a TV as background like many people do, so perhaps the other occupants 
weren't as bothered by the sound as I was. 
P D Relatively few people for the number of seats provided. About 
half travelling alone, the rest in small groups. People have 
chosen seats which leave considerable space around them (so 
did we). The solo travellers are mostly using laptops, the groups 
are talking to each other. Several groups are speaking German 
(the next flight out is to Frankfurt).There was a small area with 
desks but the laptop users all sat in the lounge area and used 
their laptops on the coffee tables. 
Relatively few people when I arrived because the flight was still 
several hours away – the lounge gradually filled as the departure 
time approached. At one hour before, it was about half full. 
Everyone opted to sit in the lounge seating – the hard seating was 
unused. There was a seating area with tables and chairs but people 
who were eating preferred to take their food to a lounge chair. There 
was no work-oriented seating – people used laptops on their laps. 
M D The walls have a mixture of modern art on stretched canvas (no 
frames) and framed prints of old maps and photographs. This 
decoration enhances the lounge-like feel of the place and 
provide something interesting to look at. 
The only wall decoration is a set of clocks showing the time in 
various locations around the world. The bare walls make it a 
workmanlike place. 
M/P S In both lounges there is space for both wall-mounted and free-standing displays, and an audience that has the time and probably ability 
to read and absorb informational messages. They're more dislocated from their usual surroundings and life patterns than the short-
journey travellers that I've been observing at the railway station, and have a longer period of enforced waiting time. Messages that 
linked Dundee university activity to the location where the message was displaying (e.g. ia research project nvolving a German-born 
academic, or a research output about Goethe, in the case of Frankfurt) would heighten the likelihood of engagement by passengers 
leaving from their home. 
M S Given that these lounges have no advertising or promotional displays at all, apart from that found in the newspapers and magazines, I 
think it would be very difficult get agreement to display anything in these locations, with the possible exception of Scottish lounges.  
 
1.  Border Project – Fieldwork Notes 
Location - Qantas multi-gate lounge, Sydney domestic terminal 
Date - 16/03/12 
Start time - 3.20pm 
Finish time - 4.20pm 
 
POEMS Desc/S Notes 
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facet pec 
E D • • Large circular area at the end of an arm of the terminal. Wide entry 
corridor, and exits to 5 gates. Additonal corridor leads to Qantas meeting 
rooms and the Qantas Heritage Collection – its museum.  
• • Mezzaine level (smaller circumference, supported by columns from the 
ground floor) with balcony runs all the way around the area, with various 
corridors leading off it. 
• • Floor to ceiling glass walls looking out to runways. Carpeted 
throughout, with the waiting areas delineated from the gate entry areas by 
strips of contrasting colour carpet. 
• • Lots of natural light, complemented by over head fluoro strip lighting 
and downlights. Central atrium has a large circular glass ceiling, which dapples 
the mezzanine walkway with sunlight. 
• • Very comfortable temperature – about 28degC outside, about 22degC 
in here. Relatively quiet – occasional boarding announcements, some quiet 
conversatiion (between passengers and between staff), and an annoying (to 
me!) low-level audio from the overhead TV screen. 
O D • • Comfortable upholstered seats, arranged in concentric rows around the 
central walkway. Currently only a minority are occupied (no flights imminent), 
but there seem to be a reasonable number for each gate, given that these are 
domestic departures.Arranged in 3 groups of 4 in each curved row, with only 
one small table per row between groups of 4 seats. Rows are arranged facing 
each other in pairs of back-to-back rows – larges groups could sit and converse 
comfortably here (although this is a minority of passengers). 
• • Separate lounge chairs and table/chair seating for small cafe. 
• • Gate “furniture” - barrier stands/tape for queuing, gate desks and 
boarding pass checking stands.One gate also has a customer service desk and a 
screened-off area behind it – perhaps an back office area? 
• • Stand holding screens to display departures 
P D • • Almost everyone in sight seems to be travelling solo – a few 
pairs/small groups (adult/child, couples, work-associated people) 
• • Most people enter the area, identify their gate and take a seat near it. A 
few have entered, looked around and then exited. 
• • A few people purchase items from the cafe; none used the vending 
machines that I saw 
• • Only one pair of people showed any interest in the Suzuki display, and 
didn't deposit anything in the box 
• • I didn't see anyone donate to any of the UNICEF collection boxes 
S D • • Small cafe serving hot and cold drinks and snacks 
• • 2 food vending machines serving drinks and snacks 
• • UNICEF donation collection boxes – one near each gate 
• • litter bins – separate for recyclables and waste 
• • defibrillator unit (wall mounted) and fire hose 
• • toilets 
• • TV screen showing a variety of light entertainment programmes 
• • Queueing for departing flights works well, ie plenty of space for 
queue, doesn't interfere with people exiting from adjacent gate at the same time 
M D • • Advertisements: 
• ◦ Qantas (of course!) - the only one is along the gate queuing barriers, 
directing people to their website with the link text “make your first 
destination qantas.com” - this message was repeated in the onboard 
announcements 
• • Telstra (equivalent of BT) mobile broadband network – a variety of 
presentations: 
• ◦ see-though displays on several window panels 
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• ◦ banner add plastered around the base of the mezzanine level 
• ◦ large drop-down fabric banner in the centre of the atrium 
• ◦ large solid sign above the corridor entry 
• ◦ illuminated ad on the wall of the corridor near the exit to the gate area 
• • Suzuki display: 
• ◦ low raised platform in front of one of the gate waiting areas 
• ◦ car and motorbike, both bright yellow 
• ◦ Display panel showing photo of car interiork, paragraph of sales text, a 
list of features and a QR code 
• ◦ postbox to deposit form for more info, or business card 





Appendix 3.7.3 - Participant P9 
 
Location: Dundee airport 
 
Date: Friday 24 February 2012 
 
Time: 8.00 - 8.20 am 
 
Position: departure lounge - facing window overlooking airfield with view of river Tay & over 
to Fife. 
 
Energy level: relaxed & looking forward to travelling 
 
Descriptive notes:  it's a bright, sunny morning and the lounge is smallish but comfortable. 
There are seats in front of me and behind, mostly occupied.  Looking around the area I can see 
- behind me & to the left a coffee machine  & a separate vending machine selling snacks (crisps 
& chocolate bars) -  
-  a cold drinks refrigerated unit to the rear on the right  
- a display stand with complimentary newspapers, style magazines & property guides directly to 
the left 
-refuse bins to the left and the right 
-a couple of small tables, one ahead of me, the other to the right, each with a large pot plant 
 
There is a TV screen on the wall directly to the right - the BBC breakfast news is on 
 
There are about 20 people waiting for the London plane. 
- a few people are using laptops, including a guy sitting next to me on the right an a woman 
opposite him. They chat to each other loudly about work issues. 
- a couple of people are reading sheaves of A4 documents, which I take to be work/business 
papers 
- behind me people are conversing quietly with each other 
 -some passengers are reading the complimentary local newspaper, the Dundee Courier 
-one woman is reading a paperback book 
- a couple of people cross the lounge area to go to the toilet 
 
A member of airport staff stands at a small desk with a pc, watching the television screen.  
 
The flight is called at 8.10; passengers start making their way to the desk with the pc and hand 
over their boarding cards, then we go onto the Tarmac to board the plane. Airport staff smile 
and say 'good morning' as we head towards the plane.  
 
The cabin crew greet us as we board the plane and direct us to our seats.  I put my laptop bag 
in the overhead compartment directly above the seats in front of me – because the woman who 
was chatting with her colleague next to me in the departure lounge, who is seated across the 
aisle from me, has filled up the locker above me with her hand luggage  - a rucksack and 
shoulder bag. I ask the couple seated in front if it's okay to put my bag in, as they've already 
put some belongings in the compartment.  The woman asks if I'd mind putting my bag 
underneath hers, as it contains an evening dress. I joke that this is fine, as my bag only 
contains some notes and my banana! 
 
The Captain announces the flight information and introduces the cabin crew. After the safety 
announcement the flight takes off on time at 8.20 am.  
 
Reflective notes: Passengers seem to be travelling for both business and pleasure – I am 
doing both! Going down for a meeting at the British Library, then spending the weekend in 
London.   
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Appendix 3.7.4 - Participant P11 
 
LOCATION:	  Dundee	  to	  Montrose	  train	  
	  
START	  TIME:	  5:15pm	  13/02/2012	  
FINISH	  TIME:	  5:30pm	  	  
	  
POSITION:	  I	  am	  sitting	  in	  the	  aisle	  seat	  of	  a	  set	  of	  two	  seats,	  I	  am	  travelling	  backwards.	  I	  am	  sitting	  next	  to	  a	  young	  
person	  (20ish)	  who	  is	  listening	  to	  music	  through	  headphones	  and	  texting.	  	  
	  
	  DESCRIPTIVE	  NOTES:	  	  
Although	  I	  boarded	  the	  train	  at	  Dundee	  I	  was	  unable	  to	  begin	  my	  observations	  due	  to	  overcrowding,	  the	  seats	  are	  
full	  and	  some	  people	  are	  standing.	  	  At	  Carnoustie	  a	  number	  of	  commuters	  leave	  and	  I	  begin	  my	  formal	  observation.	  
	  
There	  are	  some	  seats	  free.	  	  I	  am	  aware	  that	  I	  feel	  more	  cheerful	  and	  put	  this	  down	  to	  the	  fact	  that	  it	  was	  still	  light	  
when	  I	  boarded	  the	  train	  and	  could	  see	  something	  out	  of	  the	  window,	  although	  it	  is	  getting	  dark	  now.	  
	  
To	  my	  right	  a	  man	  is	  on	  his	  own	  at	  the	  window	  reading	  a	  kindle.	  	  	  
	  
At	  the	  table	  of	  four	  further	  up	  I	  can	  see	  a	  woman	  reading	  a	  book.	  	  Above	  her	  there	  are	  posters	  advising	  that	  Scotrail	  
have	  wide	  ticket	  gates	  –	  I	  cannot	  quite	  read	  the	  smaller	  text	  but	  the	  pictures	  are	  very	  small	  and	  detailed	  and	  I	  would	  
not	  immediately	  have	  known	  whether	  to	  identify	  with	  these	  images	  or	  not.	  	  I	  would	  have	  to	  lean	  over	  to	  the	  poster	  
to	  see	  more	  detail	  which	  would	  involve	  leaning	  over	  the	  tables	  of	  four	  on	  either	  side.	  
	  
3	  people	  get	  up	  to	  get	  off	  at	  Arbroath,	  there	  is	  no	  speech	  or	  eye	  contact	  but	  they	  stand	  a	  similar	  distance	  apart.	  	  
There	  is	  some	  eye	  rolling	  when	  someone	  tries	  to	  get	  on	  before	  they	  have	  ‘alighted'	  from	  the	  train!	  
	  
A	  new	  passenger	  joins	  our	  area	  and	  sits	  at	  the	  table	  of	  four	  with	  her	  back	  to	  me	  –	  she	  lies	  across	  the	  table	  as	  if	  to	  go	  
to	  sleep.	  	  
	  
The	  conductor	  comes	  through	  the	  sliding	  door	  behind	  me	  singing	  loudly	  and	  startling	  the	  passengers	  momentarily.	  	  
The	  young	  person	  next	  to	  me	  stops	  him	  to	  enquire	  about	  a	  station	  stop	  and	  then	  phones	  her	  mother	  to	  ask	  for	  a	  lift	  
from	  this	  station.	  During	  this	  call	  a	  man	  walks	  through	  with	  a	  shoulder	  bag	  and	  bashes	  me	  –	  I	  feel	  grumpy	  and	  he	  
does	  not	  notice	  or	  apologise.	  I	  notice	  that	  the	  young	  person	  next	  to	  me	  has	  become	  irritated	  at	  being	  cut	  off	  from	  
her	  mother	  due	  to	  poor	  signal.	  
	  
As	  the	  journey	  progresses	  I	  note	  that	  the	  train	  is	  unusually	  quiet	  and	  recall	  that	  the	  schools	  are	  on	  a	  midterm	  break.	  	  
I	  speculate	  that	  this	  may	  be	  a	  contributory	  factor.	  
	  
At	  5.30	  I	  notice	  that	  most	  of	  the	  people	  in	  my	  view	  on	  my	  side	  are	  looking	  out	  of	  the	  window	  -­‐	  there	  is	  an	  oil	  supply	  
boat	  out	  at	  sea	  and	  it	  is	  lit	  up	  like	  a	  Christmas	  tree.	  	  It	  is	  very	  pretty	  and	  people	  are	  occupied	  looking	  at	  it.	  
	  
We	  go	  through	  a	  cutting	  and	  I	  get	  up	  to	  join	  another	  3	  people	  getting	  off	  at	  Montrose.	  There	  is	  no	  eye	  contact	  or	  




LOCATION:	  Montrose	  train	  station	  
	  
START	  TIME:	  08.05	  14/02/2012	  
FINISH	  TIME:	  08.17	  am	  	  
	  
POSITION:	  I	  am	  sitting	  on	  a	  cold	  metal	  bench	  in	  the	  waiting	  room.	  	  It	  is	  glass	  on	  3	  sides	  with	  the	  ticket	  desk	  in	  front	  




There	  are	  very	  few	  people	  in	  the	  station	  as	  the	  train	  is	  not	  due	  until	  08.18.	  	  A	  woman	  struggles	  with	  the	  door	  –	  
there	  are	  mixed	  messages	  on	  the	  door,	  one	  which	  says	  ‘push	  button	  to	  operate'	  and	  one	  which	  instructs	  you	  to	  
push	  the	  door	  itself.	  	  The	  button	  to	  operate	  the	  door	  electronically	  is	  not	  immediately	  obvious	  so	  people	  tend	  to	  
push	  the	  door	  itself	  but	  it	  is	  very	  heavy	  and	  requires	  you	  to	  push	  your	  body	  into	  it	  to	  open.	  
	  
A	  woman	  struggles	  in	  through	  the	  difficult	  door	  and	  sits	  on	  another	  bench	  –	  she	  stares	  out	  of	  the	  window	  and	  does	  
not	  occupy	  herself	  with	  any	  object	  –	  I	  assume	  she	  is	  sleepy	  as	  she	  is	  yawning	  and	  rubbing	  her	  eyes.	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People	  drift	  in	  and	  buy	  tickets	  –	  all	  for	  Arbroath	  or	  Dundee	  and	  I	  speculate	  that	  they	  are	  commuters.	  A	  woman	  sits	  
next	  to	  me	  on	  the	  bench	  and	  starts	  to	  read	  a	  magazine.	  
	  
The	  train's	  imminent	  arrival	  is	  announced	  but	  no-­‐one	  moves	  which	  makes	  me	  think	  they	  have	  all	  been	  here	  before	  
and	  know	  that	  they	  approaching	  train	  can	  be	  seen	  from	  at	  least	  a	  minute	  away.	  
	  
I	  am	  the	  only	  person	  in	  the	  waiting	  room	  with	  an	  electronic	  device	  as	  I	  type	  my	  scratch	  notes	  in	  to	  my	  phone.	  
	  
Eventually	  someone	  gets	  up	  prompting	  everyone	  to	  look	  and	  confirm	  that	  the	  train	  is	  now	  approaching	  and	  it	  is	  
time	  to	  go	  out	  into	  the	  cold	  again.	  	  There	  is	  some	  interaction	  as	  we	  struggle	  out	  of	  the	  heavy	  door,	  acknowledging	  
the	  task	  and	  holding	  it	  open	  for	  the	  next	  person.	  
	  
Again,	  it	  seems	  very	  quiet	  (as	  with	  yesterday	  and	  I	  remember	  the	  schools	  are	  still	  on	  holiday.)	  
	  
A	  passenger	  announcement	  is	  made	  asking	  people	  to	  take	  care	  in	  case	  the	  platform	  is	  slippy.	  
	  
We	  queue	  at	  the	  train	  doors	  and	  regular	  travellers	  stand	  at	  the	  same	  spot	  every	  day.	  	  The	  doors	  beep	  and	  as	  there	  




LOCATION:	  Waiting	  room	  Montrose	  	  
	  
START	  TIME:	  8:05	  am	  17/02/2012	  
FINISH	  TIME:	  8:17	  am	  
	  
POSITION:	  I	  am	  sitting	  in	  the	  waiting	  room	  but	  today	  I	  am	  looking	  out	  through	  the	  glass	  wall	  onto	  the	  platform	  to	  
observe	  how	  people	  use	  the	  wide	  platform	  area.	  	  
	  
	  DESCRIPTIVE	  NOTES:	  The	  train	  station	  is	  situated	  next	  to	  the	  Montrose	  nature	  reserve	  which	  has	  spectacular	  views	  
across	  the	  tidal	  Basin	  and	  the	  Angus	  Hill	  	  in	  the	  distance.	  	  (At	  particular	  times	  of	  year	  it	  is	  mobbed	  with	  bird	  
watchers	  who	  come	  to	  observe	  the	  60,000+	  pink	  footed	  Geese	  during	  their	  migration	  south	  each	  year.)	  
	  
There	  are	  metal	  seats	  which	  seem	  to	  be	  rarely	  used	  –	  they	  are	  very	  cold	  to	  sit	  on	  and	  I	  note	  that	  only	  two	  people	  
are	  out	  there	  on	  the	  platform	  today	  –	  one	  making	  a	  call	  on	  her	  mobile	  and	  one	  woman,	  who	  I	  have	  not	  seen	  at	  the	  
station	  at	  this	  time	  before,	  is	  sitting	  on	  the	  metal	  seat	  looking	  huddled	  and	  cold.	  
	  
A	  man	  wanders	  across	  the	  platform	  smoking	  a	  cigarette.	  
	  
I	  notice	  that	  the	  platform	  has	  quite	  a	  lot	  of	  chewing	  gum	  blobs.	  
	  
From	  my	  viewpoint	  I	  can	  see	  information	  displayed	  on	  the	  platform	  across	  the	  track.	  	  Although	  there	  are	  pictures	  
they	  are	  quite	  small	  and	  it	  is	  not	  possible	  to	  see	  the	  writing.	  	  I	  specualte	  that	  it	  is	  not	  for	  the	  information	  of	  those	  on	  
this	  side	  of	  the	  platform.	  
	  
I	  focus	  on	  the	  sign	  which	  tells	  you	  this	  is	  Montrose	  station	  and	  reflect	  on	  the	  fact	  it	  is	  in	  English	  and	  Gaelic.	  I	  wonder	  	  
how	  visitors	  will	  perceive	  this	  as	  I	  have	  lived	  in	  the	  North	  East	  of	  Scotland	  all	  my	  life	  and	  know	  that	  the	  population	  in	  
general	  are	  not	  native	  Gaelic	  speakers	  –	  will	  visitors	  make	  assumptions	  that	  we	  are?	  
	  
There	  are	  at	  least	  4	  cameras	  looking	  down	  on	  to	  the	  platform	  and	  I	  wonder	  what	  they	  do	  with	  the	  film?	  	  I	  reflect	  on	  
my	  role	  as	  a	  researcher	  and	  wonder	  if	  someone	  is	  watching	  me	  now	  from	  the	  camera	  and	  noting	  that	  I	  too	  am	  
making	  observations!	  
	  
I	  am	  always	  very	  uncomfortable	  with	  the	  arrangements	  for	  crossing	  to	  the	  other	  platform	  at	  this	  station.	  	  There	  are	  
very	  beautiful	  stairs	  with	  traditional	  iron	  railings	  however	  I	  know	  that	  anyone	  with	  mobility	  difficulties	  have	  to	  wait	  
until	  there	  are	  no	  trains	  and	  be	  transported	  along	  to	  the	  end	  of	  the	  platform,	  down	  onto	  and	  across	  the	  track	  and	  
up	  the	  other	  side.	  	  I	  would	  hate	  to	  have	  to	  go	  through	  this	  procedure	  every	  time	  I	  travel	  from	  this	  station.	  
	  
At	  8:15	  the	  waiting	  room	  is	  full	  but	  no	  one	  else	  has	  joined	  the	  two	  people	  on	  the	  platform	  –	  even	  though	  the	  train	  is	  
due	  in	  1	  minute	  people	  are	  choosing	  to	  remain	  inside.	  	  They	  all	  go	  out	  (through	  the	  difficult	  doors	  –	  see	  obs	  from	  




LOCATION:	  Dundee	  to	  Montrose	  train	  	  
	  
245 
START	  TIME:	  17:49	  20/02/2012	  
FINISH	  TIME:	  18:25	  	  
	  
POSITION:	  I	  have	  just	  boarded	  the	  train	  at	  Dundee.	  	  The	  train	  was	  10	  minutes	  late	  and	  is	  absolutely	  packed.	  	  
Standing	  room	  only.	  	  I	  get	  one	  of	  the	  last	  seats	  as	  I	  was	  in	  a	  good	  position	  for	  boarding	  being	  right	  next	  to	  a	  door	  
when	  the	  train	  stopped.	  	  The	  train	  is	  very	  warm	  and	  does	  not	  smell	  particularly	  nice.	  
	  




I	  note	  that	  for	  such	  a	  busy	  train	  it	  is	  very	  quiet.	  As	  we	  go	  through	  the	  tunnel	  almost	  no-­‐one	  speaks	  and	  there	  is	  no	  
noise	  m	  headphones	  etc.	  A	  woman	  trying	  to	  navigate	  her	  way	  through	  the	  crowd	  at	  the	  door	  which	  is	  difficult	  as	  
there	  is	  nowhere	  to	  go.	  
	  
I	  am	  aware	  that	  I	  am	  irritated	  as	  I	  hate	  journeys	  like	  this	  –	  I	  feel	  for	  the	  squashed	  up	  people	  as	  this	  is	  usually	  me	  and	  
almost	  feel	  guilty	  about	  having	  a	  seat.	  I	  then	  recall	  that	  as	  this	  is	  the	  later	  train	  the	  journey	  will	  take	  even	  longer	  as	  
there	  is	  an	  additional	  stop	  at	  Broughty	  Ferry,	  I	  speculate	  that	  there	  may	  be	  more	  room	  after	  this	  stop	  but	  there	  are	  
still	  people	  standing	  after	  the	  doors	  have	  closed.	  
	  
As	  I	  turn	  to	  observe	  the	  people	  at	  the	  door	  I	  notice	  a	  man	  using	  a	  mobile	  devise	  and	  fleetingly	  recognise	  him	  as	  a	  
fellow	  ethnographer	  –	  I	  wonder	  if	  I	  am	  observing	  him	  observing	  me???	  	  There	  is	  no	  room	  to	  verify	  this.	  
	  
The	  train	  chugs	  on	  and	  remains	  quiet.	  	  The	  woman	  next	  to	  me	  is	  fast	  asleep	  leaning	  on	  the	  window.	  	  I	  find	  myself	  
looking	  for	  her	  ticket	  to	  see	  how	  far	  she	  is	  travelling	  and	  wonder	  if	  I	  should	  wake	  her	  up	  at	  the	  next	  stop.	  
	  
Opposite	  me	  two	  sisters	  (they	  look	  very	  alike)	  have	  a	  smart	  phone	  and	  are	  checking	  an	  app	  which	  tells	  them	  the	  
progress	  of	  this	  train	  –	  I	  find	  this	  strange	  as	  they	  are	  on	  the	  train	  and	  know	  the	  stops	  they	  have	  passed.	  	  I	  note	  they	  
have	  a	  travel	  itinerary	  which	  shows	  that	  they	  have	  been	  travelling	  for	  hours	  and	  guess	  that	  even	  10	  minutes	  on	  to	  
the	  journey	  will	  feel	  like	  a	  long	  time.	  
	  
I	  reflect	  at	  this	  point	  on	  my	  own	  nosiness...I	  conclude	  that	  this	  has	  been	  an	  uneventful	  and	  fairly	  dull,	  








START	  TIME:	  21:58	  	  	   	  
FINISH	  TIME:	  22:07	  	  
	  
POSITION:	  I	  have	  been	  working	  late	  tonight	  attending	  a	  dinner	  at	  the	  Caird	  Hall	  and	  so	  find	  myself	  in	  the	  train	  
station	  later	  at	  night.	  	  I	  arrive	  in	  plenty	  of	  time	  for	  the	  train	  and	  am	  sitting	  in	  the	  main	  part	  of	  the	  station	  on	  a	  metal	  
bench.	  
	  
DESCRIPTIVE	  NOTES:	  	  As	  I	  come	  down	  the	  steps	  into	  the	  station	  I	  am	  immediately	  struck	  by	  how	  different	  it	  looks	  at	  
this	  time	  of	  night.	  A	  t	  first	  I	  can	  see	  no	  one	  and	  feel	  slightly	  uncomfortable	  as	  I	  am	  suddenly	  aware	  of	  being	  a	  lone	  
female	  in	  an	  isolated	  place.	  	  However	  I	  then	  notice	  a	  ticket	  guard	  in	  the	  little	  hut	  at	  the	  side	  and	  as	  I	  go	  through	  the	  
gate	  I	  see	  another	  female	  passenger	  waiting	  on	  the	  opposite	  side	  of	  the	  station	  reading	  a	  book.	  
	  
I	  am	  most	  familiar	  with	  this	  station	  during	  commuting	  times	  when	  it	  is	  noisy,	  busy	  and	  resembling	  a	  fairground.	  	  
Tonight	  I	  find	  that	  I	  can	  actually	  see	  the	  structure	  of	  the	  building,	  the	  layout	  and	  decor	  much	  more	  clearly.	  	  It	  could	  
not	  be	  described	  as	  a	  welcoming	  place,	  it	  is	  more	  functional	  than	  aesthetic	  and	  comforts	  are	  at	  a	  bare	  minimum.	  	  It	  
looks	  so	  much	  smaller	  when	  it	  is	  empty,	  the	  cafe	  has	  been	  packed	  away	  and	  there	  are	  almost	  no	  resources	  for	  the	  
late	  night	  traveller.	  There	  are	  vending	  machines	  but	  no	  access	  to	  hot	  and	  cold	  food.	  	  I	  don't	  think	  the	  bar	  is	  still	  open	  
either.	  
	  
A	  cleaner	  moves	  through	  the	  area	  sweeping	  but	  does	  not	  make	  eye	  contact.	  	  I	  offer	  to	  move	  from	  my	  seat	  to	  let	  her	  
complete	  her	  task	  and	  she	  seems	  surprised	  and	  pleased	  at	  this	  offer.	  
	  
The	  voice	  over	  announces	  the	  impending	  arrival	  of	  my	  train	  and	  in	  this	  empty	  cavern	  the	  noise	  seems	  at	  least	  10	  
times	  louder	  than	  usual,	  making	  me	  jump.	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I	  am	  pleased	  to	  get	  out	  of	  the	  station	  and	  onto	  the	  train	  and	  reflect	  that	  I	  am	  not	  totally	  comfortable	  in	  the	  station	  
when	  it	  is	  so	  isolated.	  	  I	  reflect	  on	  what	  that	  is	  about	  and	  wonder	  if	  I	  feel	  more	  vulnerable	  as	  an	  isolated	  female	  




Appendix 3.7.5 - Participant P13 
 
Location: Burger King in Waverley station 
Start time: 19:20 on 17/02/12 
Finish time: 19:30 
Position: Sitting at four person table next to wall looking out into station concourse 
 
Description: There are several tens of people in the restaurant, mostly sitting at tables, 
a few standing at the counter waiting to order. Tables and chairs are somewhat randomly 
arranged 
on one side of the restaurant, leaving the counter area free for people to queue. People have 
to pick their way through the chairs to take a seat. 
Pop music plays over speakers mounted on the walls. Two young (early twenties) people sit at 
the 
table in front of me talking in a lively manner. A family of four sits to the right eating their 
food. The kids laugh and duck as a pigeon flies over their heads and out into the station. 
Another family leaves the restaurant with suitcases, looking for the departure board. 
People arrive and leave the restaurant at a high rate, about 30 arriving & leaving in the ten 
minutes duration of these notes. 
 
Speculative notes: Many people have finished work for the week and are travelling home. 
Many are 
also going away for the weekend. 
 
 
Location: Dundee to Edinburgh train 
Start time: 21:00 on 24/02/12 
Finish time: 21:10 
Position: Sitting at four person table at one end of the carriage. 
 
Description: The carriage is about half full. Most people are working on laptops, reading or 
listening to 
music. A table of four behind me are talking loudly and drinking beer. There are two other 
people at my 
table who are talking about PHDs they have recently started. The drinks trolley just passed 
through the carriage 
and a few people bought drinks. 
Speculative notes: Most people are commuting home from Dundee and Aberdeen. Judging 
from the conversation, 
the table of four behind me have just finished a long shift working on an oil rig. This train on 
Friday  




Location: Edinburgh to Dundee train 
Start time: 08:25 on 28/02/2012 
Finish time: 
Position: Sitting half way down carriage on table of four. 
 
Description: The carriage is about one third full. Most people are sitting quietly with laptops, 
newspapers 
or books out. A few talk on mobile phones. The train has just pulled out of Leuchars and the 
automated tannoy  
has announced the next stop is Dundee. This is the loudest noise on the train by a long way. The 
drinks trolley has  
been up and down the carriage, a couple of people bought tea but most ignored it. 
 
Speculative notes: Most people are commuting either to Dundee or Aberdeen. The tannoy is 
loud for times when there 




Appendix 3.7.6 - Participant P14 
 
Date:	  10th	  Feb	  2012	  
Journey	  0734	  (delayed)	  
duration	  15	  minutes	  
	  
postion:	  seat	  adjacent	  to	  toilet	  on	  a	  scotrail	  turbo	  star.	  	  
energy:	  post	  jam	  an	  banana	  toast,	  serious	  coffee	  in	  hand	  all	  good	  
	  
changes	  from	  the	  norm:	  
todays	  trip	  is	  nosier	  than	  usual,	  the	  door	  between	  adjoining	  carriages	  seems	  stuck	  open.	  This	  train	  less	  
full	  than	  my	  usual	  0808	  one	  so	  seats	  available.	  So	  not	  shoulder	  to	  shoulder	  with	  dundee	  high	  kids.	  
	  	  
observations	  [square	  bracket	  indicate	  speculation]	  
A	  single	  lady,	  well	  dressed	  sits	  alone	  where	  a	  bike	  would	  if	  it	  were	  here,	  looks	  a	  little	  glum.	  If	  memory	  
serves	  correct	  she	  is	  normally	  part	  of	  a	  group	  of	  women	  of	  a	  similar	  age	  that	  travel	  together,	  [an	  early	  
start	  too?].	  
	  
halt	  in	  the	  ferry,	  a	  few	  more	  [commuter	  shaped]	  passengers	  join	  us,	  costa	  cups	  in	  hand.	  I'm	  amused	  by	  
the	  special	  anointment:	  "take	  care	  as	  there	  is	  a	  large	  step	  to	  the	  plat	  from	  the	  train".	  Don't	  fancy	  a	  
wheelchair	  ramp	  here,	  but	  it	  appears	  this	  is	  a	  reflection	  of	  the	  alterations	  underway	  evidence	  that	  things	  
get	  worse	  before	  they	  get	  better.	  
	  
A	  pair	  of	  people	  sit	  to	  my	  side	  engaged	  in	  conversation,	  that	  seems	  to	  be	  flowing,	  just	  out	  of	  ear	  shot	  
compliments	  of	  the	  signature	  train	  track	  'clickety-­‐clack'	  via	  the	  faulty	  door.	  
	  
I	  pause	  to	  peruse	  the	  carriage	  for	  sinage:	  from	  my	  less	  than	  great	  vantage	  point	  I	  can	  see	  16	  information	  
messages	  [some	  for	  us	  and	  some	  for	  the	  staff],	  three	  pieces	  of	  advertising	  (A4	  in	  in	  size)	  and	  the	  rolling	  
display	  of	  the	  next	  destination,	  it's	  dull	  amber	  glow	  and	  orderly	  transition	  from	  right	  to	  left	  make	  the	  
perfect	  companion	  for	  the	  commuter's	  quiet	  predictable	  journey.	  Today	  all	  the	  tech	  and	  the	  conductor	  
are	  in	  sync	  no	  scope	  to	  unsettle	  me	  with	  the	  implausible	  information	  that	  Leucers	  is	  the	  next	  stop.	  And	  
due	  benign	  weather	  I	  cant	  confirm	  if	  the	  web	  is	  telling	  the	  same	  story,	  as	  no	  need	  to	  check.	  
	  
We	  approach	  dundee,	  and	  I	  ready	  for	  the	  morning	  'race'	  out	  of	  the	  station.	  As	  usual	  every	  one	  is	  on	  
their	  feet	  long	  before	  they	  need	  to	  be,	  a	  few	  regulars	  hang	  fire	  until	  we	  emerge	  form	  the	  tunnel	  and	  to	  
the	  daily	  surprise	  of	  the	  passengers	  waiting	  to	  get	  on.	  
	  
My	  hasty	  transition	  through	  the	  station	  [draws	  the	  conclusion	  not	  great	  delays	  today].	  there	  is	  a	  liberal	  
smattering	  of	  travellers:	  perusing	  the	  an	  A4	  folder	  [reviewing	  note	  from	  class	  or	  prepping	  for	  a	  meeting]	  
over	  a	  coffee,	  buried	  in	  a	  paper	  back,	  or	  just	  starring	  down	  the	  clock.	  Not	  the	  sea	  of	  quietly	  pissed	  of	  
faces	  that	  tend	  to	  indicate	  a	  substantial	  problems	  on	  the	  line	  far	  better	  that	  a	  tiny	  tannoy	  
announcement	  or	  amber	  sign.	  To	  the	  office.	  
	  
	  
time:  0808 on time  
journey: the usual commute today 15 minutes 
energy: bit sleep deprived but coffee in hand 
 
arrived just in time today, platform appears buster than usual. A few untypical fairwells 
[visits come to an end perhaps?] as a result not in my usual space (last cartridge in, 
first out in dundee). Today positioned in side the first open door I can find and perched 
on the floor where a bike would be… 
 
Quite coach today,a woman opposite has a fairly clunky looking pc laptop rested onto 
of a well used A4 red n black note book with sits on here lap. The small table in front of 
her scarcely occupied with a take out coffee. She chews on the end of her pen and 
appears to be considering something. The laptop looks like a distinctly functional item, 
unloved and a little worse for ware, [company kit?]. opposite her is a shabbily dressed 
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man with white shirt with one to many buttons undone, he is unoccupied giving the 
paper in his hands little attention.  
 
When the conductor calls he seems little short or [maybe just stressed?] not crazy busy 
but he is making the effort to get throughout the train before dundee with is by no 
means a certainty at this time of day. 
 
On offering a well spoken older lady a ticket at £3 she challenges, ' isn't that £x' he 
perusise his ticked machine swiftly, 'thinks aloud' the steps that have lead him to this 
conclusion, then confirms declaratively ' no its defanitly £x'. The woman says nothing, 
he pauses a second more, scrutinises a travel card the woman is partially displaying 
then concedes thats £x (5 pence more than she anticipated). Transaction complete he 
moves on with out another utterance. It's just service today no chat or banter.. 
 
A woman to my left passes the time by periodicly interacting with here white blackberry, 
It's soft perl appearance is free from scuffs and scrapes it mirrors here well coordinated 




Appendix 3.7.7 - Participant P15 
 
Location: 









I am sitting on a metal bench seat against the wall in the room. 
 
Descriptive notes: 
One man stares blankly into space, seated near me. Three ticket sellers are behind their counters. People are 
coming in and out frequently to buy tickets or enquire about trains - I hear them doing this. 
Another man sits near to me, although on the end seat of the bench, holding a plastic bag, looking at the ticket 
counter. All seated are casual, they do not communicate. 
It is a large opens space, quiet save for sounds of fans or air conditioning. It is brightly lit. 
People are queuing for tickets now, standing in line within the indicated queuing system. 
One lady comes in a d takes a timetable. 
Another man joins the 2nd to sit, having made inquiries at the desk. They discuss in what sounds like Hindi. A 
fourth man sits down nearby, talking on the phone, looking around the room. 
There is more sound now, of chatter particularly. There are scrolling displays above the ticket counters, and lots 
of functional signage, and A1 adverts in frames on the walls. There are planters in the corner of the room, quite 
green houseplants. 
People chat to their companions - often in pairs, mostly single though. 
2 monitors display departures and arrivals. Dots on the glass doors 
2nd, 3 rd and 4the people who were sitting waiting leave in quick succession. 
More people are queuing for information now, about 6. I leave for my train. 
 
Speculative notes: 
Is the first man thinking, or just staring? The dots on the door may be to stop people walking into the glass door! 
 
 
Location: Glasgow Central Station Concourse, I am sitting on a seat. 
 
Descriptives: 
Lots of people, 10 sitting in my area, far apart from each other, more 
standing around. 
3 are on phones, either talking or tapping at them 
2 are canoodling 
There is a large TV screen high up next to the departures board 
showing adverts and news. 
Some people stand facing the departures board. 
Lots of shops and adverts about the concourse. 
Tannoy announcements of train updates. 
Many folk walking to the local platforms, ones around the national 
ones are gefnerally stationery 
Some hold coffee cups, of the cardboard takeaway type. 
Baggage is left on the fround or at the side on a seat next to the owner. 
All people now are individuals rather than in a group or with friends. 
A cleaner is sweeping up around the waiting area. 
One person eats a sandwich. 
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Another repacks their bag. 
Someone is jogging. 
 
Speculative: 
I presume the jogging person is trying to catch a train. 
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Appendix 3.7.8 - Participant P16 
 
Location Inverurie - Dundee 
Date 22.2.12 
Start Time 7.40am 
Finish Time 7.55am 
Energy levels tired but OK 
 
Notes 
Train very busy - lots of people getting off in Aberdeen and people going to Glasgow or 
stations on route getting on. 
People struggling to read the reserve tickets ai they read them over and o ver again 
they find the ticket too small they try read without glasses then have to try with. Even 
then confusion is evident with regard to coach letter and seat number and front or back 




Ticket information inadequate - too small and not a lot of staff support to help 
passengers. In Ireland las t year travelling on trains they have electronic name at the 





Location Inverurie - Dundee Train 
Date 29.2.12 
Start Time 7.40am 
Finish Time 8.05am 
Energy levels  OK 
Notes 
Train busy - people getting on to going to Glasgow trying to find their seats looking at 
the reserved tickets to find 'their seats' confusion every day. This morning tickets have 
not been put on the seat I am sitting in and tempers are raised after 5mins or so the 
guard comes to apologise for tickets not being put on seats. 
Reflective notes 
This happens quite a lot but when you are involved it does put a different slant on it. 
The reserved ticket system is flawed. With certain exceptions, elderly, etc. it does 







UNIVERSITY OF DUNDEE  
SCHOOL OF COMPUTING ETHICS COMMITTEE APPROVAL FORM 
 
 
Title of project – SHAKE-IT – Shared Kiosk Experience & Interaction Technologies 
 
Name of Lead Investigator (Student in case of project work) - Paul Gault 
 
Module Code if applicable __________________  Module Name  
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I have read and understand the University of Dundee Guidelines for ethical practices in research and the 
School of Computing Code of Practice for Research involving Human Participants. I confirm that my 
research abides by these guidelines. 
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The declaration above confirms that you will: 
 
• Provide an information sheet to participants which describes the main procedures to 
participants in advance so that they are informed about what to expect; 
 
• Tell participants that their participation is voluntary (both in information sheets and consent 
forms); 
 
• Obtain written informed consent for participation and provide participants with a copy; 
 
• Ask participants for their consent to being observed, should the research be observational; 
• Ensure that participants are able to read and understand the participant information sheet;  
• Tell participants that they may withdraw from the research at any time without penalty and for 
any reason; 
 
• Give participants the option of omitting questions they do not want to answer if a questionnaire 
is used; 
• Tell participants that their data will be treated with full confidentiality and that, if published, 
it will not be identifiable as theirs; 
 
• Tell participants that all recordings, e.g. audio/video/photographs, will not be identifiable 
unless prior written permission has been given by the participants; 
 




PART B   
Please answer the following questions: 
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 YES NO 
1 Will your project involved deliberately misleading participants 
in any way? 
 
     X 
2 Is there any realistic risk of any participants experiencing either 
physical or psychological distress or discomfort? If Yes, give 
details on a separate sheet and state what you will tell them to 
do if they should experience any problems (e.g. who they can 
contact for help). 
 X 
Children (under 18 years of 
age) 
  X Do participants fall into any of 
the following special groups? 
People with Intellectual or 
communication difficulties 
 X 
People in custody  X 
People engaged in illegal 
activities (e.g. drug-taking) 
 X 
Non-human animals   X 
3 
Note that you will also need to 
obtain satisfactory Disclosure 
Scotland (or equivalent) 
clearance when working with 
vulnerable people. 
NHS Patients  X 
 
If you have ticked YES to any of questions above, you must provide the information 
listed below as a separate attachment: 
 
1. Title of project. 
2. Purpose of project and its academic rationale. 
3.  Brief description of methods and measurements. 
4.  Participants: recruitment methods, number, age, gender, exclusion/inclusion 
criteria. 
5.  Consent and participant information arrangements, debriefing. 
6.  A clear but concise statement of the ethical considerations raised by the 
project and how you intend to deal with them. 
7. Information and consent forms (See code of practice for examples). 




 If	  you	  have	  ticked	  NO	  to	  all	  the	  questions	  in	  part	  B	  above,	  you	  must	  attach	  to	  this	  application	  copies	  of	  the	  information	  and	  consent	  forms	  which	  you	  will	  intend	  to	  give	  
to	  participants	  (See	  code	  of	  practice	  for	  examples).	  You	  must	  also	  complete	  the	  box	  below. 
I consider that this project has no significant ethical 
implications to be brought before the Ethics Committee. 
  X 
Give a brief description of participants (recruitment, inclusion and exclusion 
criteria) and procedure (methods, tests used etc.) in up to 150 words. 
The workshop participants will be made up of Masters of Design Ethnography 
students at the School of Computing. They will be asked to carry out ethnographic 
fieldwork in public places in Glasgow by writing notes, drawing sketches and taking 
photographs. This will be followed by a workshop session where the participants will 
analyse and synthesise the material that they have gathered. The material that is 
generated throughout both the fieldwork and workshop activities will help to inform 
our understanding of collaboration and media consumption occurring in public 
spaces. The sessions will be recorded using video and follow-up interviews will be 
carried out online. 
 
There is an obligation on the lead researcher to bring to the attention of the 




PARTICIPANT INFORMATION SHEET 
SHAKE-IT – SHARED KIOSK EXPEREINCE & INTERACTION 
TECHNOLOGIES 
 
INVITATION TO TAKE PART IN A RESEARCH STUDY 
You are being asked to take part in a research study, which aims to understand how 
strangers can be encouraged to interact with each other using design interventions in 
public spaces. Additionally, the study is helping to develop a methodological 
approach for utilising material generated by multiple fieldworkers in a short 
timeframe. The study is part of jointly industry funded PhD research project by Paul 
Gault under the supervision of Dr. Catriona Macaulay (University of Dundee), Dr. 
Judith Masthoff (University of Aberdeen) and Graham Johnson (NCR – industry 
sponsor). Tye Rattenbury from Intel People and Practices Research also will assist the 
research study. 
 
PURPOSE OF THE RESEARCH STUDY 
This study will break up into two groups of activities. The first activity will involve 
carrying out fieldwork in a pubic space. You will be given a briefing card setting out 
the physical spaces and research themes to base your observations around. You will 
be asked to keep field notes, sketches and use recording devices during this activity. 
The material generated during the initial fieldwork activity will then feed into the 
studio-based workshop where you will discuss, analyse & synthesise the field data 
that has been gathered.  
 
TIME COMMITMENT 
The study will require 3 days to be completed with 3 sessions in total. You may later 
be invited to a follow-up interview that will be conducted online. 
 
TERMINATION OF PARTICIPATION 




There are no known risks for you in this study. 
 
COST, REIMBURSEMENT AND COMPENSATION 
Your participation in this study is voluntary. 
 
CONFIDENTIALITY/ANONYMITY 
The data we collect do not contain any personal information about you. No one will 
link the data you provided to your identity and name. The results may be used in 
presentations internally within University of Dundee or externally in journal articles, 
conferences etc. 
 
FOR FURTHER INFORMATION ABOUT THIS RESEARCH STUDY 
Paul Gault will be glad to answer your questions about this study at any time.  
If you want to find out about the final results of this study, you should contact Paul Gault at 
the following e-mail address – p.e.gault@dundee.ac.uk 
 
The University Research Ethics Committee of the University of Dundee has 




UNIVERSITY OF DUNDEE  
SCHOOL OF COMPUTING ETHICS COMMITTEE REFEREE FORM 
 
 
APPLICATION DETAILS (to be filled in by convenor) 
 
Title of project     SHAKE-IT – Shared Kiosk Experience & Interaction Technologies 
 
Names of Committee Members allocated to referee       Andy Judson 
 
Date to be returned _________________________  SoC EC Ref no. 
 
  YES NO N/A 
1 Is the purpose of project and its academic 
rationale explained sufficiently to provide 








X   
2 Methods and measurements: 
 
a) Are the methods and measurements 
described appropriate for this study in 
relation to use of human participants (you 
do not necessarily have to comment about 
scientific rigour, etc)?  
 
b) If questionnaires or other similar 
techniques are used, are participants given 
the option of omitting questions they do 














3 In respect to the information relating to 
participants, are the following aspects properly 
addressed:  
 












It is confusing how your participants are the 
ones doing the observational work, but the 
public the students are observing are not 
classed as participants... will there be signs up 





























‘true’ participants are being observed. Also, 
you are getting 3 days of work from these 
participants without (financial) 
reimbursement... so does it add something to 
their course work? Or is that the observational 
work is part of their course work and the 
workshop is what we reviewing in terms of 
ethics. 
 
  YES NO N/A 
4 In respect to consent and participant 
information arrangements, including debriefing: 
 
a) Are the participants informed that their 
participation is voluntary and is this 
included in the consent form? 
 
b)  Are the consent forms and other 
information accessible to target 
participants, i.e. will they be able to read 
and understand the participant information 
sheet?  
 
c) Do all forms Inform participants that they 
may withdraw from the research at any 
time without penalty and for any reason?  
 
d) Do all forms Inform participants that their 
data will be treated with full confidentiality 
and that, if published, it will not be 
identifiable as theirs? 
 
e) Will participants be debriefed at the end of 
their participation (i.e. given a brief 





The participants doing the observation are 
informed, but what about the public, and is 
there a need? From what is being captured i 
don’t think it is necessary to ask for e.g. signed 
permission of the public, but i’m not sure it is 
appropriate to observer people without at least 
warning them to that effect... admittedly that 




































5 Is there any realistic risk of any participants 
experiencing either physical or psychological 
distress or discomfort? If Yes, does the applicant 
state what participants will be told to do if they 
should experience any problems (e.g. who they 











6 If the project involves deliberately misleading 








  X 
7 Does this research require Disclosure Scotland? 
  
 X  
8 Additional comments: 
 
The video release form should state who (i.e. 
project staff only) will have access to the video 






   
9 Recommendation	  (please	  tick):	  	  1.	   Accept	  without	  conditions	  	  2.	   Accept	  with	  conditions	  	  3.	   Recommend	  submission	  to	  another	  committee	  (e.g.	  Tayside	  LREC)	  	  4.	   Revise	  and	  resubmit	  (with	  conditions)	  	  	   	  	   Conditions:	  	  
For	  me,	  there	  are	  2	  potential	  issues	  /	  points	  of	  clarification	  needed...	  	  
a. How are the members of the public notified they are being observed, but is this 
necessary as I can see how it could impact on the research. 
b. In some sense it looks like the students are doing 3 days of free work for the 
project and this ethics request is focused on the workshop where the 
observations are discussed. Are the students benefitting from this work as part of 
their course work if not I’m not sure it is ethical for them to do this amount of 
observational work on the project’s behalf. 
	  
If	  Ian	  Ricketts	  (or	  other	  experience	  ethics	  advisors)	  do	  not	  agree	  with	  my	  observations	  




Referee Name ................................... Date ...............................................  
 
 












UNIVERSITY OF DUNDEE  
SCHOOL OF COMPUTING ETHICS COMMITTEE REFEREE FORM 
 
 
APPLICATION DETAILS (to be filled in by convenor) 
 
Title of project 
 
Names of Committee Members allocated to referee 
 
Date to be returned _________________________  SoC EC Ref no. 
 
  YES NO N/A 
1 Is the purpose of project and its academic rationale 









y   
2 Methods and measurements: 
 
a) Are the methods and measurements described 
appropriate for this study in relation to use of human 
participants (you do not necessarily have to 
comment about scientific rigour, etc)?  
 
b) If questionnaires or other similar techniques are 
used, are participants given the option of omitting 













3 In respect to the information relating to participants, are 
the following aspects properly addressed:  
 

















   
  YES NO N/A 
4 In respect to consent and participant information 






a) Are the participants informed that their participation 
is voluntary and is this included in the consent form? 
 
b)  Are the consent forms and other information 
accessible to target participants, i.e. will they be 
able to read and understand the participant 
information sheet?  
 
c) Do all forms Inform participants that they may 
withdraw from the research at any time without 
penalty and for any reason?  
 
d) Do all forms Inform participants that their data will 
be treated with full confidentiality and that, if 
published, it will not be identifiable as theirs? 
 
e) Will participants be debriefed at the end of their 






















5 Is there any realistic risk of any participants experiencing 
either physical or psychological distress or discomfort? If 
Yes, does the applicant state what participants will be 
told to do if they should experience any problems (e.g. 
who they can contact for help). 
 
Comments: 





 n  
6 If the project involves deliberately misleading 





 n  
7 Does this research require Disclosure Scotland? 
  
 n  




   
9 Recommendation	  (please	  tick):	  	  1.	   Accept	  without	  conditions	  	  2.	   Accept	  with	  conditions	  	  yes	  3.	   Recommend	  submission	  to	  another	  committee	  (e.g.	  Tayside	  LREC)	  	  4.	   Revise	  and	  resubmit	  (with	  conditions)	  	  	   	  	   Conditions:	  please	   add	   that	   participants	  may	   omit	   any	   task	   that	   they	   do	   not	  want	   to	   carry	   out	   (in	  addition	  for	  being	  able	  to	  stop	  being	  a	  part	  of	  the	  research	  study	  at	  any	  time...)	  	  5.	   Reject	  (with	  reasons)	   	  




Referee Name Graham Pullin.................. Date 11 February 2010 .........................  
 
 










UNIVERSITY OF DUNDEE  
SCHOOL OF COMPUTING ETHICS COMMITTEE APPROVAL FORM 
 
 
Title of project THE BANTER PROJECT 
 
Name of Lead Investigator (Student in case of project work) Ms. Rashmi Kakde, Mr. Dhruv 
Sharma 
 
Module Code if applicable ______________ Module Name Design Ethnography internship 
project (Semester 3) 
 
Research Supervisor / Other Academic Staff involved Dr. Catriona Macaulay 
 
Email address d.z.sharma@dundee.ac.uk ______  Funding Body (if applicable)  
 
Estimated start date June 1, 2010 ____________  Estimated end date August 30, 2010 __________________  
 




I have read and understand the University of Dundee Guidelines for ethical practices in 
research and the School of Computing Code of Practice for Research involving Human 
Participants. I confirm that my research abides by these guidelines. 
 
 





The declaration above confirms that you will: 
 
• Provide an information sheet to participants which describes the main procedures to 
participants in advance so that they are informed about what to expect; 
   
• Tell participants that their participation is voluntary (both in information sheets and 
consent forms); 
 




• Ask participants for their consent to being observed, should the research be 
observational;    
• Ensure that participants are able to read and understand the participant information 
sheet;    
• Tell participants that they may withdraw from the research at any time without 
penalty and for any reason; 
 
• Give participants the option of omitting questions they do not want to answer if a 
questionnaire is used;    
• Tell participants that their data will be treated with full confidentiality and that, if 
published, it will not be identifiable as theirs; 
 
• Tell participants that all recordings, e.g. audio/video/photographs, will not be 
identifiable unless prior written permission has been given by the participants; 
 
• Debrief participants at the end of their participation (i.e. give them a brief 




PART B  
   
Please answer the following questions: 
  
 YES NO 
1 Will your project involved deliberately misleading 
participants in any way? 
 
 x 
2 Is there any realistic risk of any participants experiencing 
either physical or psychological distress or discomfort? If 
Yes, give details on a separate sheet and state what you 
will tell them to do if they should experience any 
problems (e.g. who they can contact for help). 
 x 
Children (under 18 years of 
age) 
 x Do participants fall into 
any of the following 
special groups? People with Intellectual or 
communication difficulties 
 x 
People in custody  x 
People engaged in illegal 
activities (e.g. drug-taking) 
 x 
Non-human animals   x 
3 
Note that you will also 
need to obtain 
satisfactory Disclosure 
Scotland (or equivalent) 
clearance when working 
with vulnerable people. NHS Patients  x 
 
If you have ticked YES to any of questions above, you must provide the information 
listed below as a separate attachment: 
 
1. Title of project. 
2. Purpose of project and its academic rationale. 
3.  Brief description of methods and measurements. 
4.  Participants: recruitment methods, number, age, gender, exclusion/inclusion 
criteria. 
5.  Consent and participant information arrangements, debriefing. 
6.  A clear but concise statement of the ethical considerations raised by the project 
and how you intend to deal with them. 
7. Information and consent forms (See code of practice for examples). 






PART C If	  you	  have	  ticked	  NO	  to	  all	  the	  questions	  in	  part	  B	  above,	  you	  must	  attach	  to	  this	  application	  copies	  
of	   the	   information	   and	   consent	   forms	   which	   you	   will	   intend	   to	   give	   to	   participants	   (See	   code	   of	  
practice	  for	  examples).	  You	  must	  also	  complete	  the	  box	  below. 
I consider that this project has no significant ethical implications 
to be brought before the Ethics Committee. 
x 
Give a brief description of participants (recruitment, inclusion and exclusion 
criteria) and procedure (methods, tests used etc.) in up to 150 words. 
_This research will be primarily observational. 
_The team will observe how people behave in a public place with a special focus on 
how strangers interact amongst each other. 
_Everyone present in the public space during the time of observation will be 
considered a participant but it will be ensured that the researchers conduct their 
observations in a highly unobtrusive manner. 
_The project looks to understand how these interactions change after the introduction 
of a new technology into the public space (something like a kiosk). 
_Permission from the authorities will be taken before conducting any fieldwork or 
introducing any such technological gadgets into the environment. 
_The research location can be a railway concourse or a public park etc., based on how 
the permissions come through. 
_ After the technology has been introduced, the users will interact with some 
participants to gather feedback on their experiences. The selected participants will be 
informed about the research in detail and their permission will be sought before any 




There is an obligation on the lead researcher to bring to the attention of the Ethics 
Committee any issues with ethical implications not clearly covered by the above 
checklist. 
Email this form and accompanying attachments as a zip file with your name and date submitted 
to ethics@computing.dundee.ac.uk 
 
Information	  Sheet:	  Participants	  
	  
Dear	  Participant	  	  
	  
Thank	  you	  very	  much	  for	  your	  time	  and	  cooperation	  
	  
We	  are	  researchers	  from	  the	  School	  of	  Computing,	  University	  of	  Dundee,	  Scotland.	  We	  are	  
currently	  working	  on	  a	  research	  project	  titled	  “The	  Banter”.	  
	  
This	  project	  is	  looking	  at	  understanding	  how	  digital	  technologies	  can	  help	  people	  in	  interacting	  
amongst	  each	  other	  in	  a	  public	  transitional	  space	  like	  a	  railway	  concourse,	  public	  park	  etc.	  
	  
In	  the	  digital	  age,	  which	  is	  connected	  by	  the	  World	  Wide	  Web,	  people	  are	  increasingly	  
consulting	  information	  online	  which	  is	  generated	  by	  strangers.	  This	  information	  is	  often	  
consulted	  in	  the	  form	  of	  blogs,	  reviews,	  peer-­‐recommendations	  etc.	  Many-­‐a-­‐times	  the	  source	  
of	  the	  information	  consulted	  is	  unknown,	  or	  in	  more	  generic	  terms	  –	  a	  stranger.	  In	  social	  
contexts	  we	  share	  our	  space	  with	  many	  such	  strangers	  and	  we	  interact	  and	  engage	  with	  them	  
formally	  and	  informally	  in	  many	  ways.	  
	  
Our	  goal	  is	  to	  facilitate	  these	  interactions	  amongst	  people	  who	  do	  not	  know	  each	  other	  with	  a	  
view	  to	  engage	  them	  in	  a	  more	  social	  activity	  in	  a	  public	  space	  using	  technology.	  Your	  response	  
to	  questions	  on	  the	  following	  lines	  will	  help	  us	  develop	  our	  research.	  
	  
1. How	  can	  someone	  interact	  with	  strangers	  in	  a	  public	  space?	  
264 
2. Do	  you	  ever	  interact	  or	  converse	  with	  strangers?	  Why?	  
3. How	  was	  your	  experience	  of	  the	  technology	  prototype	  you	  just	  used?	  
The	  research	  will	  take	  form	  of	  an	  informal	  discussion	  amongst	  you	  and	  the	  researcher(s).	  We	  
will	  be	  highly	  obligedpleased	  to	  have	  your	  views	  incorporated	  in	  our	  study	  and	  would	  like	  to	  
thank	  you	  for	  time	  and	  patience	  once	  again.	  Feel	  free	  to	  contact	  us	  using	  details	  given	  below	  

















Thank	  you	  for	  your	  interest	  in	  the	  Banter	  Project.	  This	  page	  describes	  what	  you	  will	  be	  asked	  to	  do	  for	  
the	  study.	  Please	  read	  through	  it	  and	  then	  sign	  at	  the	  bottom	  to	  say	  that	  you	  understand	  and	  accept	  the	  
conditions	  of	  this	  study.	  If	  you	  have	  any	  questions,	  please	  feel	  free	  to	  ask	  the	  researcher.	  
	  
The	  researcher	  will	  begin	  by	  asking	  you	  for	  some	  general	  information	  about	  yourself.	  You	  will	  then	  be	  
asked	  about	  your	  experiences	  with	  the	  technology	  gadget	  in	  discussion.	  
	  
You	  will	  then	  be	  asked	  to	  talk	  about	  what	  you	  think	  of	  the	  gadget.	  You	  will	  also	  be	  asked	  some	  questions	  
about	  how	  you	  felt	  about	  the	  experience	  of	  using	  the	  system.	  You	  will	  be	  videotaped	  /	  photographed	  
during	  the	  experiment	  as	  this	  will	  allow	  the	  researchers	  to	  learn	  more	  about	  how	  easy	  or	  how	  difficult	  it	  
is	  to	  use	  the	  system.	  It	  will	  help	  them	  to	  understand	  what	  works	  and	  does	  not	  work	  so	  that	  they	  can	  
improve	  the	  system.	  Some	  video	  clips	  that	  show	  an	  important	  point	  may	  be	  used	  in	  presentations	  at	  
research	  conferences	  and	  meetings.	  Please	  note	  that	  you	  are	  helping	  the	  researchers	  to	  evaluate	  a	  new	  
system.	  You	  are	  not	  being	  tested	  –	  it	  is	  the	  system	  that	  is	  being	  tested.	  There	  are	  therefore	  no	  right	  or	  
wrong	  answers	  to	  the	  questions	  you	  will	  be	  asked.	  So	  please	  feel	  free	  to	  express	  yourself	  and	  cite	  
examples	  wherever	  necessary.	  
	  
Your	  participation	  in	  this	  study	  is	  voluntary	  and	  you	  can	  leave	  the	  study	  at	  any	  time	  without	  penalty	  or	  
giving	  reasons.	  No	  undue	  risk	  arises	  from	  the	  participation	  in	  this	  study.	  
	  
All	  the	  information	  which	  you	  give	  us	  and	  the	  videotapes	  (that	  is	  all	  data)	  will	  be	  stored	  safely	  and	  kept	  
separate	  from	  information	  about	  your	  identity.	  Access	  to	  your	  data	  is	  restricted	  to	  the	  people	  involved	  
in	  this	  research.	  If	  information	  about	  you	  is	  used	  for	  publications	  or	  presentation,	  we	  will	  ensure	  that	  no	  
reference	  to	  your	  identity	  is	  made.	  If	  a	  photograph	  or	  video-­‐clip	  is	  used	  for	  presentation,	  your	  identity	  
will	  be	  obscured	  and	  your	  name	  changed	  to	  ensure	  confidentiality.	  
	  
The	  researchers	  are	  very	  grateful	  for	  your	  help.	  It	  is	  important	  that	  you	  understand	  that	  this	  is	  a	  
research	  project	  and	  that	  the	  system	  in	  discussion	  is	  at	  a	  conceptual	  level.	  We	  hope	  that	  one	  day	  you	  
may	  be	  able	  to	  use	  a	  system	  like	  the	  one	  we	  are	  developing.	  
	  
Please	  date	  and	  sign	  this	  page	  below	  to	  indicate	  that	  you	  understand	  and	  accept	  the	  conditions	  of	  this	  
study.	  Thank	  you.	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Witness	  of	  Researcher:	  _____________________________________________________	  
	  




UNIVERSITY OF DUNDEE 
SCHOOL OF COMPUTING ETHICS COMMITTEE REFEREE FORM 
 
APPLICATION DETAILS (to be filled in by convenor) 
Title of project  
Names of Committee Members allocated to 
referee  
Date to be 
returned  SoC EC Ref no  
 
  YES NO N/A 
Is the purpose of project and its academic 
rationale explained sufficiently to provide 
feedback on the ethical implications? 
 
 x  1 
Comments:  Please explain the nature of the 
prototype / artefact that will be introduced.  
Also, please describe how participants will 
be selected to participate in the survey.   
 
Note:  Researcher indicates that no one will be 
approached for study who has a medical / 
physical condition.   Medical conditions 
cannot be ascertained by looking at 
someone. 
 
   
Methods and measurements: 
 
a) Are the methods and measurements 
described appropriate for this study in 
relation to use of human participants (you do 
not necessarily have to comment about 
scientific rigour, etc)?  
 
 x  
 
b) If questionnaires or other similar techniques 
are used, are participants given the option of 
omitting questions they do not want to 
answer? 
 
   
2 
Comments:   The consent form states that 
participants may leave the experiment at 
any time, but does not indicate that they 
may choose not to answer some of the 
questions. 
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In respect to the information relating to 
participants, are the following aspects properly 
addressed:  
 
a) recruitment methods – see above.  It is not 







b) number – not stated 
 
 X  
c) age - adults 
 
x   
d) gender – not stated 
 
 x  
e) exclusion/inclusion criteria – not stated, 
other than to say that children and disabled 
adults will not be included. 
 
 x  
3 
Comments:   Participants will be obtained by 
selecting people from a public location.  No 
information is given about selection criteria 
or means by which participants will be asked 
to participate. 
   
  YES NO N/A 
In respect to consent and participant information 
arrangements, including debriefing: 
 
   
a) Are the participants informed that their 
participation is voluntary and is this included 
in the consent form? 
 
x   
b)  Are the consent forms and other information 
accessible to target participants, i.e. will 
they be able to read and understand the 
participant information sheet?  
 
 x  
c) Do all forms Inform participants that they 
may withdraw from the research at any time 
without penalty and for any reason?  
 
x   
d) Do all forms Inform participants that their 
data will be treated with full confidentiality 
and that, if published, it will not be 
identifiable as theirs? 
 
x   
e) Will participants be debriefed at the end of 
their participation (i.e. given a brief 
explanation of the study)? 
 
 x  
4 
Comments:   Attached are comments on the 
Information and Informed Consent forms. 
 
There is no mention of debriefing. 
   
5 Is there any realistic risk of any participants 
experiencing either physical or psychological 
distress or discomfort? If Yes, does the applicant 
state what participants will be told to do if they 
should experience any problems (e.g. who they 
can contact for help). 
  x 
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Comments:  More information about the 
prototype / artefact is needed.  It should also be 
considered that some people may not wish to be 
approached in a public place and researchers. 
   
If the project involves deliberately misleading 
participants in any way, does the debriefing 
address this? 
 
  x 6 
Comments:  No deliberately misleading 
information. 
   
7 Does this research require Disclosure Scotland? 
  
 x  
8 Additional comments: 
 The informed Consent is not adequate.  The 
researchers will be videotaping participants.  The 
Informed Consent form should have participants 
specifically acknowledge that they give consent 
to be videotaped (a second signature line giving 
this consent) 
 
   
Recommendation (please tick): 
 
1. Accept without conditions   
2. Accept with conditions   
3. Recommend submission to another committee (e.g. Tayside LREC)   




- More information is needed about the prototype / artefact and participant 
recruitment.  The information sheet and Informed Consent need revision. 
 
 






















UNIVERSITY OF DUNDEE  
SCHOOL OF COMPUTING ETHICS COMMITTEE APPROVAL FORM 
 
 
Title of project – Project Border 
 
Name of Lead Investigator (Student in case of project work) - Paul Gault 
 
Module Code if applicable ______________ Module Name  
 
Research Supervisor / Other Academic Staff involved  - Dr Catriona Macaulay 
 
Email address - pegmedia@gmail.com __________  Funding Body (if applicable) - Jointly 
NRP & NCR _________________________________  
 
Estimated start date   -  14th November 2011 ____  Estimated end date    -  27th February 
2012 ______________________________________  
 




I have read and understand the University of Dundee Guidelines for ethical practices in 
research and the School of Computing Code of Practice for Research involving Human 
Participants. I confirm that my research abides by these guidelines. 
 
 





The declaration above confirms that you will: 
 
• Provide an information sheet to participants which describes the main procedures to 
participants in advance so that they are informed about what to expect; 
 
• Tell participants that their participation is voluntary (both in information sheets and 
consent forms); 
 
• Obtain written informed consent for participation and provide participants with a 
copy; 
 
• Ask participants for their consent to being observed, should the research be 
observational;  
• Ensure that participants are able to read and understand the participant information 
sheet;  
• Tell participants that they may withdraw from the research at any time without 
penalty and for any reason; 
 
• Give participants the option of omitting questions they do not want to answer if a 
questionnaire is used; 
• Tell participants that their data will be treated with full confidentiality and that, if 
published, it will not be identifiable as theirs; 
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• Tell participants that all recordings, e.g. audio/video/photographs, will not be 
identifiable unless prior written permission has been given by the participants; 
 
• Debrief participants at the end of their participation (i.e. give them a brief 
explanation of the study).    
 
PART B  
   
Please answer the following questions: 
  
 YES NO 
1 Will your project involved deliberately misleading 
participants in any way? 
 
     X 
2 Is there any realistic risk of any participants experiencing 
either physical or psychological distress or discomfort? If 
Yes, give details on a separate sheet and state what you 
will tell them to do if they should experience any 
problems (e.g. who they can contact for help). 
 X 
Children (under 18 years 
of age) 
  X Do participants fall into any 
of the following special 




People in custody  X 




Non-human animals   X 
3 
Note that you will also need 
to obtain satisfactory 
Disclosure Scotland (or 
equivalent) clearance when 
working with vulnerable 
people. 
NHS Patients  X 
 
If you have ticked YES to any of questions above, you must provide the information 
listed below as a separate attachment: 
 
1. Title of project. 
2. Purpose of project and its academic rationale. 
3.  Brief description of methods and measurements. 
4.  Participants: recruitment methods, number, age, gender, exclusion/inclusion 
criteria. 
5.  Consent and participant information arrangements, debriefing. 
6.  A clear but concise statement of the ethical considerations raised by the project 
and how you intend to deal with them. 
7. Information and consent forms (See code of practice for examples). 




 If	  you	  have	  ticked	  NO	  to	  all	  the	  questions	  in	  part	  B	  above,	  you	  must	  attach	  to	  this	  application	  copies	  of	  the	  information	  and	  consent	  forms	  which	  you	  will	  intend	  to	  give	  
to	  participants	  (See	  code	  of	  practice	  for	  examples).	  You	  must	  also	  complete	  the	  box	  below. 
I consider that this project has no significant ethical 
implications to be brought before the Ethics Committee. 
  X 
Give a brief description of participants (recruitment, inclusion and exclusion 
criteria) and procedure (methods, tests used etc.) in up to 150 words. 
 
The	  study	  will	  involve	  using	  a	  large	  group	  (approx	  16	  non-­‐specialist	  fieldworkers)	  to	  make	  
ethnographic	  observations	  of	  the	  usage	  of	  self-­‐service	  kiosks	  within	  transport	  terminals.	  
270 
Participants	  to	  be	  recruited	  from	  University	  of	  Dundee	  via	  an	  open	  call	  aimed	  at	  frequent	  
business	  travellers.	  All	  participation	  on	  voluntary	  basis	  and	  not	  required	  as	  part	  of	  work	  duties.	  
The	  study	  is	  split	  into	  3	  activities:	  
	  
Training	  
Taking	  place	  over	  3	  sessions	  and	  delivered	  online	  to	  small	  groups	  (4	  or	  5	  people	  at	  a	  time).	  
Participants	  will	  be	  equipped	  with	  essential	  fieldworker	  skills	  using	  a	  mix	  of	  theory	  
presentations,	  group	  discussion	  and	  practical	  tasks.	  An	  assessment	  activity	  will	  be	  provided	  to	  





Observational	  activity	  in	  transit	  terminals	  will	  require	  participants	  to	  record	  field	  notes	  
observing	  other	  people	  using	  check-­‐in	  kiosks.	  This	  activity	  will	  be	  observation	  only	  i.e.	  no	  
interviews	  or	  direct	  communication	  with	  the	  people	  being	  observed.	  Reference	  cards	  will	  be	  
provided	  as	  support	  material.	  The	  data	  will	  be	  collected	  via	  an	  internet	  based	  SMS.	  Following	  
this,	  an	  analysis	  workshop	  within	  the	  company	  will	  take	  place	  with	  findings	  reported	  back	  to	  
participants	  verifying	  any	  interpretation.	  
	  
Evaluating	  
Both	  the	  training	  and	  observing	  activities	  will	  be	  evaluated	  using	  a	  follow-­‐up	  interview	  and	  
questionnaire.	  The	  quality	  of	  the	  material	  generated	  as	  well	  as	  reflections	  on	  the	  actual	  
observing	  activity	  itself	  will	  help	  to	  measure	  how	  successful	  the	  activities	  were	  
 
 
There is an obligation on the lead researcher to bring to the attention of the Ethics 
Committee any issues with ethical implications not clearly covered by the above 
checklist. 
Email this form and accompanying attachments as a zip file with your name and date submitted 
to ethics@computing.dundee.ac.uk 
 
PARTICIPANT	  INFORMATION	  SHEET	  
PROJECT	  BORDER	  
INVITATION	  TO	  TAKE	  PART	  IN	  A	  RESEARCH	  STUDY	  
You	  are	  being	  asked	  to	  take	  part	  in	  a	  research	  study,	  which	  is	  investigating	  the	  airport	  and	  the	  
process	  of	  self-­‐check-­‐in	  from	  a	  traveller	  perspective.	  Additionally,	  the	  study	  is	  helping	  to	  
develop	  a	  methodological	  approach	  generating	  knowledge	  about	  consumers	  within	  a	  short	  
time	  frame	  through	  distributing	  observational	  activity	  across	  a	  large	  group	  of	  people.	  The	  
study	  is	  part	  of	  jointly	  industry	  funded	  PhD	  research	  project	  by	  Paul	  Gault	  under	  the	  
supervision	  of	  Dr.	  Catriona	  Macaulay	  (University	  of	  Dundee),	  Dr.	  Judith	  Masthoff	  (University	  of	  
Aberdeen)	  and	  Graham	  Johnson	  (Consumer	  Experience	  Research	  Labs,	  NCR).	  
	  
PURPOSE	  OF	  THE	  RESEARCH	  STUDY	  
The	  purpose	  of	  this	  study	  is	  to	  create	  formal	  knowledge	  of	  how	  consumers	  interact	  with	  NCR’s	  
travel	  solutions	  in	  the	  context	  they	  are	  used	  in	  order	  to	  feed	  activities	  for	  both	  strategic	  
direction	  and	  practical	  product	  development.	  It	  is	  stressed	  that	  your	  involvement	  in	  this	  study	  
is	  entirely	  voluntary	  and	  is	  not	  an	  activity	  required	  as	  part	  of	  your	  work	  duties.	  
	  
There	  are	  3	  activities	  that	  you	  will	  be	  asked	  to	  participate	  in	  which	  are	  online	  training,	  
fieldwork	  observations	  and	  a	  follow-­‐up	  interview.	  The	  1st	  activity	  will	  involve	  training	  to	  equip	  
you	  with	  the	  essential	  skills	  for	  recording	  ethnographic	  fieldwork	  observations	  and	  will	  be	  
delivered	  online	  across	  3	  sessions.	  The	  2nd	  activity	  will	  take	  place	  whilst	  you	  are	  travelling	  on	  
business	  and	  using	  airport	  self	  check-­‐in	  terminals.	  You	  will	  be	  asked	  to	  document	  your	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observations	  of	  others	  using	  this	  technology	  in	  context	  and	  note	  any	  difficulties	  you	  encounter	  
or	  observe.	  The	  notes	  you	  record	  will	  be	  communicated	  using	  an	  internet-­‐based	  short	  
messaging	  service.	  This	  material	  will	  be	  collected	  by	  the	  researcher	  and	  used	  as	  source	  
material	  to	  generate	  insights	  from.	  Any	  research	  findings	  will	  be	  reported	  to	  you	  so	  the	  
interpretations	  can	  be	  verified	  for	  accuracy.	  The	  3rd	  activity	  will	  be	  a	  telephone	  interview	  and	  
questionnaire	  to	  discuss	  your	  experience	  of	  the	  study.	  
	  
TIME	  COMMITMENT	  
The	  study	  will	  require	  a	  commitment	  of	  10	  hours	  in	  total.	  This	  is	  broken	  down	  approximately	  
as	  6	  hours	  for	  training,	  3½	  hours	  for	  fieldwork	  observations	  and	  ½	  hour	  for	  a	  follow-­‐up	  
interview.	  
	  
TERMINATION	  OF	  PARTICIPATION	  
You	  may	  omit	  any	  task	  that	  you	  do	  not	  want	  to	  carry	  out	  and	  you	  may	  decide	  to	  stop	  being	  a	  
part	  of	  the	  research	  study	  at	  any	  time	  without	  explanation.	  	  
	  
RISKS	  
There	  are	  no	  known	  risks	  for	  you	  in	  this	  study.	  
	  
COST,	  REIMBURSEMENT	  AND	  COMPENSATION	  
Your	  participation	  in	  this	  study	  is	  voluntary.	  Following	  completion	  of	  the	  study,	  your	  name	  will	  
be	  entered	  into	  a	  prize	  draw	  to	  win	  an	  Amazon	  voucher	  worth	  £50.	  
	  
CONFIDENTIALITY/ANONYMITY	  
The	  data	  we	  collect	  will	  not	  contain	  any	  personal	  information	  about	  you.	  No	  one	  will	  link	  the	  
data	  you	  provided	  to	  your	  identity	  and	  name.	  The	  results	  may	  be	  used	  in	  presentations	  
internally	  within	  University	  of	  Dundee	  or	  externally	  in	  journal	  articles,	  conferences	  etc.	  
	  
FOR	  FURTHER	  INFORMATION	  ABOUT	  THIS	  RESEARCH	  STUDY	  
Paul	  Gault	  will	  be	  glad	  to	  answer	  your	  questions	  about	  this	  study	  at	  any	  time.	  You	  should	  contact	  Paul	  at	  
the	  following	  e-­‐mail	  address	  –	  p.e.gault@dundee.ac.uk	  
The	  University	  Research	  Ethics	  Committee	  of	  the	  University	  of	  Dundee	  has	  reviewed	  and	  
approved	  this	  research	  study.	  
 
 
Informed	  Consent	  Form	  -­‐	  Participants	  	  	  	  
Dear	  Participant	  
	  
Thank	  you	  for	  your	  interest	  in	  Project	  Border.	  This	  page	  describes	  what	  you	  will	  be	  asked	  to	  do	  
for	  the	  study.	  Please	  read	  through	  it	  and	  then	  sign	  at	  the	  bottom	  to	  say	  that	  you	  understand	  
and	  accept	  the	  conditions	  of	  this	  study.	  If	  you	  have	  any	  questions,	  please	  feel	  free	  to	  ask	  the	  
researcher.	  
	  
The	  researcher	  will	  begin	  by	  asking	  you	  for	  some	  general	  information	  about	  yourself	  and	  your	  
upcoming	  travel	  plans.	  You	  will	  then	  be	  provided	  with	  online	  training	  to	  help	  equip	  you	  with	  
the	  essential	  skills	  to	  make	  ethnographic	  fieldwork	  observations.	  This	  will	  be	  run	  across	  3	  
sessions	  and	  you	  will	  be	  given	  an	  assessment	  at	  the	  end	  of	  the	  training	  to	  evaluate	  the	  skills	  
you	  have	  learned.	  The	  assessment	  will	  only	  be	  used	  to	  ensure	  the	  training	  has	  been	  effective	  
enough	  for	  further	  participation	  in	  the	  study.	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The	  field	  study	  will	  take	  place	  over	  a	  4-­‐week	  duration	  although	  the	  only	  times	  you	  will	  be	  
prompted	  to	  contribute	  material	  is	  when	  you	  are	  travelling	  and	  after	  you	  have	  completed	  your	  
journey.	  You	  will	  be	  asked	  to	  write	  short	  entries	  documenting	  your	  observations	  of	  others	  
using	  self-­‐service	  kiosks	  within	  transport	  terminals	  whilst	  travelling.	  If	  you	  are	  travelling	  more	  
than	  once	  during	  this	  period,	  please	  contribute	  material	  each	  time	  you	  travel.	  An	  internet-­‐
enabled	  smart	  phone	  or	  laptop	  will	  be	  required	  for	  you	  to	  report	  your	  observations	  from	  the	  
field.	  If	  you	  do	  not	  have	  your	  own	  equipment	  available,	  this	  will	  be	  provided	  for	  you.	  Following	  
the	  fieldwork	  activity,	  you	  will	  be	  invited	  to	  fill	  out	  a	  questionnaire	  and	  take	  part	  in	  a	  
telephone	  interview	  to	  discuss	  your	  experience	  of	  participating	  in	  the	  study.	  
	  
Your	  participation	  in	  this	  study	  is	  voluntary	  and	  you	  can	  leave	  the	  study	  at	  any	  time	  without	  
penalty	  or	  giving	  reasons.	  No	  undue	  risk	  will	  arise	  from	  participation	  in	  this	  study.	  	  
	  
All	  the	  information	  that	  you	  give	  us,	  field	  notes	  and	  audio	  recordings	  (i.e.	  all	  data)	  will	  be	  
stored	  safely	  and	  kept	  separate	  from	  information	  about	  your	  identity.	  Access	  to	  your	  data	  is	  
restricted	  to	  the	  people	  involved	  in	  this	  research.	  If	  information	  about	  you	  is	  used	  for	  
publications	  or	  presentation,	  we	  will	  ensure	  that	  no	  reference	  to	  your	  identity	  is	  made.	  If	  any	  
of	  your	  field	  notes	  are	  used	  for	  presentation,	  your	  identity	  will	  be	  obscured	  and	  your	  name	  
changed	  to	  ensure	  confidentiality.	  
	  
The	  researcher	  is	  very	  grateful	  for	  your	  help.	  Please	  date	  and	  sign	  this	  page	  below	  to	  indicate	  
that	  you	  understand	  and	  accept	  the	  conditions	  of	  this	  study.	  Thank	  you.	  
	  
	  





Witness	  of	  Researcher:	  _____________________________________________________	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Abstract. This paper proposes a new design research method to support 
businesses engaging in the innovation of products and services intended 
for use in public spaces. Increasing numbers of companies are turning to 
detailed user/consumer research often based on ideas from the design 
ethnography community. In an increasingly complex and fast moving 
business world, there is a need for faster user research that also provides 
a wider focus on the situation under investigation. A potential solution is 
using a larger number of fieldworkers on one study. As it would be 
difficult and costly to utilise many experienced design ethnographers, 
this may also involve the use of novices. This paper describes the 
development of a method for adapting existing practices to the emerging 
context outlined above (i.e. large numbers of fieldworkers, not all of 
whom necessarily have experience in ethnography). We discuss 3 field 
studies that show how the method can be applied and how it has been 
fine-tuned based on the outcomes. This method involves multiple 
groups of fieldworkers situated at a range of public spaces and each 
assigned with a specific theme of interest. The wealth of material that 
this fieldwork activity produces is then digested and insights are 
generated from it to help inform an understanding of existing behaviour 
within public space. This paper shows that fieldwork can be reduced to a 
set of simple tasks that can be successfully distributed over a group of 
novices facilitated by an experienced design ethnographer. This work 
will be extended further so that it can be applied as part of a toolkit for 
use in businesses where there is no established culture of utilising this 
type of user research. 
Keywords: Ethnography, Crowdsourcing, Fieldwork, 
Innovation, Methodology, Public Space 
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1   Introduction 
We will address the problem of providing ethnographic research for an increasingly complex and fast 
moving business world. This type of activity usually takes a long time to perform and is very specific in 
what it is observing. Our aim is to create a methodology to help explore the problem space in a short 
space of time with people who do not necessarily have a background in design ethnography. An objective 
of this is to have a broad focus on the subject matter so that there is a wide range of perspectives on what 
is being observed. 
As a case study, we will try to identify opportunities for collaborative technologies situated within 
public space that encourage social interaction. Some examples of the kinds of new systems researchers 
and companies are interested in are digital signage, ubiquitous computing and mobile technologies. As 
public space is such a large context, we require a solution that will help us to understand the huge variety 
of activity going on there at any one time. Instead of a small number of fieldworkers taking many weeks 
to understand each of the perspectives of people who inhabit the space, a potential solution is to gain 
multiple viewpoints from many people making observations at the same time. We created a set of very 
broad themes that could be interpreted in multiple ways so that there would be a variety of approaches to 
gathering the fieldwork data. We will discuss the design and evaluation of the materials used to facilitate 
the fieldwork activity.  
In essence, we will suggest a method for distributing fieldwork across a group of novice observers, 
reducing the fieldwork activity to a set of simple tasks. These tasks will be framed and facilitated by an 
experienced design ethnographer who will produce the support materials and lead the analysis workshops. 
The idea of using a group of people in fieldwork has similarities with Open Source development [1, 2]. In 
Open Source development, the community is encouraged to apply their skills to extend existing software. 
Our proposed methodology will provide more structure to the tasks requiring less expertise from 
participants. The idea of involving non-experts in fieldwork has similarities with crowdsourcing [3]. In 
crowdsourcing, well-defined tasks that are traditionally performed by employees are outsourced to an 
undefined large group of people via an open call. Our approach will not necessarily use an open call to 
recruit participants, and will involve more explicit continuous collaboration between the participants.  
To illustrate our method, we will discuss a set of studies using observations of the interactions taking 
place in social spaces such as shopping centres, city squares and railway concourses. The outcomes of 
these studies provide an insight into how to design for such contexts along with techniques for managing 
this process.  
In section 2 we will describe the other relevant literature that has helped to inform the development of 
our methodology. In section 3 we provide an overview for each of the main activities that constitute up 
our method. We explain how the method was first deployed in section 4 then subsequently refined and 
applied an additional two times in section 5. Finally, in section 6 we will detail the conclusions that were 
arrived at and indicate potential future work. 
2   Related Work 
Design ethnography requires a set of custom techniques that can be adapted from their roots in 
anthropology to suit the requirements of new product development [4]. Previous studies have shown the 
application of ethnographic techniques using short timeframes [5] but the possibility of working with a 
number of fieldworker observations has not been explored. 
We aim to use fieldwork to drive a broad exploration of the problem space. The analysis and synthesis 
of fieldwork observations will help to uncover new opportunities for the interactive systems we are 
interested in. 
The normal limitations of fieldwork-based techniques include issues related to time, breadth and 
generalisability [6]. Fieldwork can be a very time consuming approach; doing both the observations and 
analysing the gathered data. It lacks breadth as it typically only studies one organization or culture in a 
specific time period, so offering in-depth knowledge only of particular contexts and situations. The 
generalisations arrived at from one study may be subjective as the researcher may have imposed an 
interpretation on what has been observed (different people may observe different things). We propose to 
use this subjectivity to our advantage as a way of channelling the observations from a variety of 
perspectives. 
The initial stage of the methodology is the gathering of the fieldwork data. This will involve sending 
our participants out into a large public space with a set of themes that can help to guide the observations 
they make. Similar approaches [7] have shown that this technique will support the fieldworkers as they 
gather material by focussing on a specific topic of interest. Each theme will be explained using a 
reference card alongside a map of the physical space that they must make their observations within. The 
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usage of reference cards to help explain a design methodology is a well-established concept [8]. We will 
use this technique as a way of co-ordinating the observations made by our group of novice fieldworkers. 
For the second part of our methodology, we will undertake an affinity-mapping workshop where we 
analyze the fieldwork data using the initial steps of a grounded theory approach, namely open coding [9]. 
This is appropriate, as it will allow new themes to emerge from each fieldworker's individual field notes. 
The process of combining these themes will also allow us to arrive at a set of new-shared themes derived 
from all of the participants' fieldwork data.  
Bringing together all of the field notes from the individual fieldworkers will involve the creation of an 
affinity-mapping diagram. Affinity mapping is originally based on the KJ-method [10], which develops 
themes into insights and helps identify the relationships among many issues. This technique will enable 
the group to consider the results of all of the observations made during the fieldwork activity. The 
outcome of this will be a KJ image that shows an externalized mental map of the fieldwork observations 
made by the group. This will help to show the broad themes relevant to the problem alongside the data 
they are derived from. This is a useful process as, by its nature, it is an activity that must be done fast 
encouraging a systemic response to the overall problem [11] instead of slowly going through with point-
by-point solutions to each problem that is identified. During the workshops we will use the physical space 
to support the collaborative analysis work. The ability for large media to support many people 
collaborating in the same physical space [12] will help our participants arrive at a shared understanding of 
the fieldwork material they have collected. This will enable them to discuss the detail of each individual's 
fieldwork notes and relate this to the material that other participants have contributed. 
In our method, we ask broad exploratory questions first. When working in an industry setting, it can be 
very difficult to be very specific at the outset. For example, "find the next killer application" might be the 
first question that a company asks when exploring a new area. By keeping it as broad as possible initially, 
this gives us enough space for any potential solutions (including unexpected ones) to be explored. The 
data analysis may result in more specific questions that can then be investigated in a new round of 
fieldwork. 
3. Proposed Methodology 
We will provide a brief summary of the method and then we will go into greater detail by explaining each 
of the main stages that were followed. Firstly, we broke down our problem of identifying opportunities 
for collaborative technologies situated within public space into 4 themes. We prepared materials for the 
participants to refer to whilst out in the field and assigned 2 person teams to work on each theme and 
placed them at different locations. The fieldwork observations took place on a single day where a large 
amount of data was recorded. This material was then brought back into the studio, shared with other 
group members and consolidated into a secure online space. Finally, a workshop was held where the 
group ruminated over the material they had gathered and some directions for further research exploration 
were identified. The four main phases of activity were: 
 
• Materials preparation 
• Fieldwork observations 
• Dump & distil 
• Affinity mapping workshop 
3.1 Materials preparation 
A set of briefing cards was designed for the participants to refer to whilst out in the field making their 
observations. This gave each of the teams a key area to focus on both conceptually and physically.  One 
side of the card detailed a research theme with a title and a set of questions whilst the reverse of the card 
had a map marking out where the observations were to be located. The research theme was a title 
followed by single sentence along with 3 example questions loosely related to the theme. The cards were 
A5 size so they were small enough for the participants to keep in their pocket and so easily referred to if 
needed. The cards were also laminated to make them robust in case the weather conditions were not 
favourable. 
3.2 Fieldwork observations 
This phase of work is where the participants go out into the field and make their observations. The 
participant group were split into equal numbers of people and each team was given a briefing card 
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containing a specific theme. The whole group were briefed before setting off to make their observations. 
It was suggested that one person take the role of writing notes and another person of capturing visual 
material. If it was felt necessary, the team members were free to switch roles at any point during the 
exercise. The importance of keeping communication flowing between members was stressed so that there 
was a shared plan of action for what was being observed. The teams were encouraged to take plenty of 
breaks, as making the observations can be quite an intensive exercise. During these breaks, they were able 
to use the opportunity to talk about how the task was progressing. The teams were asked to keep any 
observations in context so that they were mindful of the environmental conditions, time of day and 
density of people in the space they were observing. 
3.3 Dump & distil 
This is the process of putting all the fieldwork data into a form so that it can be worked with further. It 
began as soon as the observation activity was completed. The teams were asked to write-up another 
version of the scratch notes they had recorded immediately after making their observations so that 
nothing was forgotten, as this would easily happen otherwise. The whole group came together to discuss 
their observations and reflect upon the process they had gone through whilst out in the field. From the 
outset, the group were encouraged to remain analytical about their observations by not jumping ahead 
into thinking about designing new solutions. They were asked to discuss their strategy throughout the 
task, how they interpreted the individual research questions and how they approached working in each 
location. The group were guided to create backups of all their notes in case they were lost and also, they 
could be easily shared with each other. To facilitate this, secure network drives were created where 
everyone was able to pool their data for further analysis. 
3.4 Affinity mapping workshop 
The final part of our method involved a workshop to help reach a shared understanding of the material 
that had been gathered. The teams were asked to make a pass through their fieldwork data and extract 
items of interest onto post-it notes. Each team was guided to use 1 colour of post-its and initial each note 
so that if necessary, the data could be queried later on in the process. Once the groups had written out 
their notes, they started to arrange them into sub-groups and used index cards to write headings above the 
groupings. A photograph of each team's notes was taken at this point so if needed, the layout of notes was 
saved and would be referred back to later on. The final part of the workshop involved all of the teams 
pooling their data together to see what overall findings could be arrived at. This involved taking down the 
sub-headings from each group and arranging these into super-headings across all of the groups. The 
original post-it notes were pulled into these new super-headings so it could be seen how appropriate they 
were. It should be stressed that this activity can be repeated a number of times to see if the same or a 
different understanding is reached. 
4.   Field study 1 
4.1 Study Design 
Following the results of our previous Urban Traces study [13], we decided to develop our methodology 
by creating a number of themes and targeting specific physical spaces related to them. 
4.1.1 Questions The research questions for the fieldwork observations were split into 4 different themes. 
Each theme was explained using a sentence outlining the focus of the observations and then 3 follow-up 
questions that the participants were asked to try to answer. The themes, explanations and questions were 
as follows: 
Connections Observe how people navigate their way through physical public space using the way 
finding systems that are present. How useful are the existing way finding systems? Where do clusters of 
people and flows of activity occur? What would happen if the way finding system were to fail? 
Transactions Observe how the exchange of information, goods & services is facilitated.  What are the 
social norms and practices taking place around self-service kiosks? How are people using public space as 
a platform for collaboration? Where is technology being used and why? 
Interactions Observe how people interact both with each other and with the systems that are present in 
public space. How does the space affect the way in which people behave? Where is one-to-one & one-to-
many communication occurring? What kinds of technology are present and why are they there? 
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Conversations Observe the patterns in behaviour for ways in which people congregate in public space. 
What are the differences between how large groups of people behave in comparison to small groups & 
individuals? How does the physical layout affect places that people gather? Where are the empty spaces 
and why are they so? 
 
4.1.2 Participants Fourteen students on a Masters of Design Ethnography (MDE) participated in the 
study (4 male, 10 female). The course teaches students to perform user research and explore how this is 
incorporated into the work of companies globally. The participants were grouped into teams of 2 so that 
the different activities could be shared out within each team. 
 
4.1.3 Location The city centre of Glasgow was used to carry out the fieldwork activity. Glasgow is the 
largest city in Scotland so there would be a relatively high volume of activity on the day of the fieldwork. 
Four separate physical spaces were set out to match the research themes. The connections teams were 
located in Glasgow Central train station; the transactions teams were located in a shopping centre called 
The Buchanan Galleries; the interactions teams were located in Buchanan Street and the conversations 
team was located in George Square. Prior permission was sought to make observations in the train station 
and shopping centre locations. No permission was given to take photographs or record video in these 
locations, so these particular teams had to rely on note taking and sketches to record their observations. 
 
4.1.4 Materials Each group was given a plastic wallet containing: a briefing card, sketchbook, notebook 
and pencil. 
 
4.1.5 Procedure The study was split into 3 sessions: 
• Fieldwork: a trip to Glasgow to carry out fieldwork observations. 
• Dump & distil workshop: The group discussed the process of carrying out the observations and 
explored ways of presenting the gathered material. 
• Affinity mapping workshop: Participants analyzed and synthesized the fieldwork notes and other 
types of data. The purpose was to arrive at a set of insights based on the observations that each team 
had made. Following on from this, the group tried to make overall sense of activities that had gone 
on that day across all of the original themes. 
4.2 Fieldwork 
The fieldwork activity began with a briefing in the city square. Participants were put into pairs, creating 7 
teams and then the briefing packs were issued. The teams were given the option of assigning roles 
themselves but it was suggested that they split up the activity so that one person had the role of keeping 
notes and the other person the role of drawing sketches visually representing any observations. They were 
encouraged to keep communication flowing between each other whilst working on this activity.  
The teams were asked to use the materials provided within the pack to help record their observations. 
The interactions and conversations teams, who were working outside, were also asked to use a digital 
camera to take photographs. The transactions and connections teams were working inside so had to rely 
solely on written notes and drawing sketches. 
We scheduled 2 bursts of activity to take place on the day of the fieldwork. The first period lasted an 
hour and half, which allowed each of the teams to become acquainted with the research questions and 
familiarised with the locations where they were observing.  
After the first burst of activity, the group gathered at a cafe to discuss how the fieldwork was going. 
This enabled them to talk about any problems that had occurred in the first pass of their separate spaces. 
Some issues that arose from this discussion were: 
• Feeling overly visible whilst note taking and strategies for taking notes discretely. 
• Having difficulty to decide what to focus on when there was too much happening at once to be able 
to record everything. 
• Pretending to do something else other than observing so that the notes could be memorised and then 
recorded shortly after. 
Once the group had finished their discussion, they split up once again into their individual teams and set 
off back to their designated spaces. This gave them another hour to make some further observations. 
4.3 Dump & Distil Workshop 
A week after the fieldwork, participants were asked to discuss how they managed the fieldwork process 
and how they interpreted the research questions that were set. They also answered questions related to the 
design of the study, the location and their use of the materials provided. 
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4.3.1 Approaches to Fieldwork There was a mixture of approaches to making the observations in pairs. 
The conversations team decided to stay together throughout the fieldwork activity. This gave them the 
opportunity to have a continual dialog about what was being observed. Conversely, both the interactions 
teams separated whilst taking field notes and regrouped at set time intervals to discuss strategy about 
where to focus observations next (Fig. 1). A common approach was to take an initial walk through the 
space to become familiarised with it and then plan how to break their observations down into manageable 
chunks of activity. One of the interactions teams did this by splitting the timing of their observations 
equally for separate parts of the street so that they could systematically move down the street in 20-
minute intervals. 
All of the participants seemed to follow the instructions to allocate specific roles to each team member. 
There was commonly someone within each team who was stronger at recording things visually in 
comparison to taking written notes. Many of the teams switched roles at various points to try and gain a 
different perspective on the activity although, in relation to their drawing abilities, this meant that some 
team members were slightly outside of their comfort zone. 
Where there were 2 teams working within the same space, they negotiated amongst themselves to try 
and eliminate the possibility of a crossover. For example, the 2 teams working on the transactions theme 
inside the shopping centre deliberately went to the highest and lowest floors so that more ground could be 




Fig. 1. One of the Interactions teams working out a strategy. 
 
A common insight was the groups finding it beneficial to have a higher point of view for making their 
observations from. The connections teams made use of the balconies that were available in the train 
station and the interactions teams used a set of steps outside a concert hall to gain a better vantage point. 
The teams felt that this provided a better overview of the activity that was occurring. 
Many of the participants noted that they would like to return to the spaces again to go over some of the 
details that they might have missed the first time around. For example, checking on the sequence of 
events that a person who is interacting with a self-service kiosk has gone through. They also thought that 
returning at various times of day when the spaces are quieter or busier would be useful.   
 
4.3.2 How to Share Data The next step was to discuss how to go about sharing the fieldwork data 
between all of the teams. One of the participants suggested using a large physical map of the location to 
annotate their observations with over time. This might have been difficult for some of the interior spaces 
where maps were not so easily available. This also jumped too quickly to a physical space metaphor for 
understanding the data whereas at this stage, we needed to remain thinking about the data in a more 
abstracted way. 
A secure virtual sharing space was set up for participants to place their fieldwork notes and images into 
in preparation for the final analysis workshop. This gave the participants an opportunity to see how other 
teams had approached the problem of how to keep easily readable field notes and the recording of other 
fieldwork data. The total amount of fieldwork data uploaded to the sharing space was 55 sketches, 175 
photographs and 33 pages of notes. Each of the participants used a login name to sign into the shared 
virtual space so that the ownership of the content could easily be tracked. The fieldwork data was 
uploaded in a variety of formats ranging from single image files to full PowerPoint presentations. A 
standard format should have been agreed beforehand to make it easier to sort through the data in 
preparation for the workshop. Also, it would have been much easier to process the images if the 
individual instances of the image files were uploaded instead of, for example, embedding them within a 
PDF. 
4.4 Affinity Mapping Workshop 
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In order to make sense of the vast amount of gathered fieldwork data, a final workshop session was held. 
The aim was to quickly reduce all data into a set of shared insights across all themes from the previous 
fieldwork activity. Given the time constraints, affinity mapping was selected as a suitable method. 
The affinity mapping involved extracting notes and ideas from a larger piece of text or data then 
writing them onto sticky post-it notes. Once this was done, the next step was to try and organize the notes 
into sub groups to see if new themes emerge based around the particular notes that have been extracted. 
The workshop plan was to repeat this grouping process multiple times. Firstly, working within each of the 
small teams of 2 participants. Then working with both teams across each theme and finally everyone 
working across the overall themes.  
 
4.4.1 Workshop Materials There were a number of materials that were necessary to effectively carry out 
the workshop: a supply of post-it notes in 4 different colours; white index cards for recording theme 
headings; 8 sheets of A1 black paper; marker pens and drawing pins. Also, the day before the workshop, 
the group was asked to print out and bring along a hard copy of their fieldwork notes. A selection of the 
visual material that was uploaded to the shared folder was printed out and pinned onto the walls.  
 
4.4.2 Field Data Tagging Each of the teams was asked to make a pass through the opposite team's field 
notes working within the same theme. Each piece of extracted data was written onto a single post-it note 
and stuck onto a sheet of black paper in no particular order. The teams were asked to stick to one colour 
of post-its so where the note had come from it could be traced. The purpose of this exercise was to allow 
the team to offer a different perspective on someone else's field notes. This also meant that the field notes 
had to be written in a clear enough way so that other people could make use of the data.  
 
4.4.3 Grouping Data The participants returned to the post-it notes that had been recorded for them by the 
other team. They were then asked to read through the notes and start grouping these together as they 
deemed appropriate. Headings for each of the groups were written onto index cards and placed above 
them. 
 
4.4.4 Grouping Themes This task involved asking the 2 groups working on the same theme to bring 
together their notes to see where the commonalities were between them (Fig. 2). The two sheets of black 
paper were joined together so that there was a shared space for the groups to work within. This exercise 
allowed the teams to filter out duplicate sets of groupings. It also required the groups to explain the notes 
that they had written for each other previously and come to a shared understanding about the activity 
going on in each of the physical spaces they had observed. 
The ways in which the groups manipulated the post-it notes in the space available was interesting. One 
of the groups moved all of their notes onto one side of the black sheets so that they had a clear space to 
organise them within. They could also be seen placing groups of notes at an angle on the paper as a way 
to differentiate them from the others. Once each of the teams had finished grouping their boards, they 




Fig. 2. The Transactions team's board showing their integrated data headings. 
 
4.4.5 Extracting Super Themes At this stage, we had to zoom out of the original themes and try to arrive 
at an overall understanding of the activity that was taking place in the city centre on that particular day. 
The participants were given half an hour to look over the notes and themes that all the other teams had 
arrived at through the previous set of activities. All of the headings that were written onto the index cards 
were pulled off the wall and collected into a pile. The participants then gathered around a large table and 
all of the headings were laid out onto it. This allowed everyone to see where there might be some overall 
groupings that the headings could fit into. The headings that were duplicates and those that were quite 
vague, for example “Technology” were removed from the table. 
Following a brief discussion amongst the group, it became apparent that there was a clear split between 
the interactions that people have with each other and their interactions with space and technology. The 
participants allocated separate areas of the table for each of these groupings and set about putting each of 
the headings into these spaces. The interactions that people have with each other grouping was given the 
title “Interpersonal Interactions” and 12 headings were placed under this. The interactions that people 
have with space and technology grouping was given the title “Ways of Interacting” and 26 headings were 
placed under this. A photograph of each of the groupings was also taken so that they could be referred to 
again later on. 
 
4.4.6 Evaluating Super Themes In order to find out if the themes that we had identified were 
appropriate, we had to refer back to our original post-it note field data. This would allow us to see how all 
of this data would fit into the new super themes that we had identified. The participants were instructed to 
split themselves into 2 large groups and divide the space in half down the middle of the table. 
This provided the group with another new space to think about all of the gathered data that had 
emerged from an attempt to organise it under the super headings. The next stage of analysis for the 
participants would be to try to map all of the post-it notes along each of these newly identified axes. The 
workshop had already ran an hour over the original scheduled time at this point so was drawn to a close. 
Photographs of all the post-it layouts at the end of the session were taken to document how far the 





Fig. 3. Arranging the data into the super themes. 
 
The groups were then asked to pull all of the notes off the wall and place them under each of the super 
themes (Fig. 3). This enabled the groups to start from scratch again in relation to how they perceived the 
individual pieces of data. This introduced them to the idea of not being too precious about the original 
groupings they had set out and start thinking in new ways about organising the data. 
This exercise enabled the group to see how valid each of the super headings were. The team working 
on the “Ways of Interacting” super theme split their groupings up again into 2 which were “Interactions 
with Technology” and “Interactions with Space”. Also, some of the notes were split between the 2 super 
themes so were placed along a line down the middle between the spaces. 
 
4.4.7 Identifying Axis Due to the limitations of the tabletop space, the group quickly started to run out of 
room. In order to lay the data out more coherently, one of the participants suggested the need to arrange 
the data along different physical axis. Coincidentally, within the studio space there was a set of wooden 
exhibition stands. The participants used masking tape attached to them to mark out separate axis. These 
axes were ‘person' to ‘people' along the X-axis, ‘tech' to ‘non-tech' along the Y-axis and ‘macro space' to 





Fig. 4. The axes the workshop participants identified. 
4.5 Navigating the Data 
Once the workshop had been completed, there was a vast amount of data that would help to map out the 
problem. These were: the raw fieldwork notes & sketches; the digitised written up notes, photographs of 
the affinity boards at different stages of the workshop, the axis model, the unsorted post-it notes and 
index card themes. 
When looking through this data, there seemed to be a regular need to zoom in and out of the different 
levels of material that was gathered. The different levels of information that are regularly accessed 
include: 
• themes  - top level providing colour-coded groupings of all themes created during the affinity 
mapping process.  
• groupings - themes that have grown out of the arrangement of the individual tags. 
• tags - recorded tags capturing any individual ideas based on an initial survey of the source material. 
• source - the original field notes, sketches, images, sounds or video recorded whilst out in the field. 
 
 
Fig. 5. A screenshot of the prototype tool. 
A web-based application was designed to prototype how these levels of information might be 
interacted with using a screen-based tool (see Fig. 5). The gathered material from the affinity-mapping 
workshop was used as example content to build this tool around. This prototype was only a sketch of an 
idea for how such a tool might operate. Future work requires enhancing the interface to allow zooming 
interaction for the content and adding the database backend to help manage the different types of media. 
In addition, user evaluation is needed. 
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4.6 Reflecting on the method 
 
The week after the affinity workshop, interviews with four of the participants were held to discuss their 
experience of working with the fieldwork data in a large group. The outcome of this discussion helped us 
to identify a number of points that could be explored further with the future iterations of the methodology. 
The issues we have identified were: 
• Sharing context 
• Descriptiveness of field data 
• Physical access to the affinity boards 
• Information overload 
• Working across the different axis 
 
4.6.1 Sharing context As the two teams worked together under each theme, there was a sense of 
familiarity with the field notes and being aware of where they had come from. An interviewee working on 
the connections theme noted that the opposite team had observed the same activity from another 
perspective so this helped to validate their own insights further. This had felt like they were “reading a 
guide book for a city they had visited before” so there was a clarity that could be gained from analyzing 
these observations. 
It helped that the teams were working in the same place in the same time frame so they were able to 
crossover and relate perspectives. If they had to work with a group that had been located at different 
locations, it might have taken much longer to explain some of the meaning of what had been observed. 
 
4.6.2 Descriptiveness of Field Data When reading through other team's field notes, there was a 
reoccurring need to have set out a standard way for writing clear field notes so that others can make use 
of it more easily. Some sets of notes were written like a story in the format of long paragraphs. There is a 
need for a shared format that requires the fieldworker to indicate timings next to each of their pieces of 
data along with bullet points or sub-headings so that it is easier to derive key ideas from later on. 
It was felt that the exchange of field notes was a useful exercise to gain a different perspective on the 
activity but important pieces of information were sometimes left out. Conversely, a fresh pair of eyes 
reading through the field notes occasionally pulled out new pieces of data that the original author might 
not have been able to spot. 
When extracting the data onto the individual post-it notes, there was often difficulty with the level of 
detail that was recorded onto each note. For example, writing a single word that could have multiple 
meanings depending on how it is interpreted. There needs to be a pre-agreed level of detail for writing 
each note so that they can be easily shared and discussed. 
 
4.6.3 Physical access to the affinity boards During the workshop, there was a contrast between the 
earlier tasks where the participants were working in small groups vertically on a wall and the later stages 
where the large group was working horizontally on a tabletop. The horizontal layout created a physical 
barrier of people so some had an advantage over others by it being easier to read the notes based on the 
position that they were in. This made some people quite dominant so they were blocking the view of 
others who were trying to read the notes. A solution to this problem would be to break down the large 
group across multiple tables so there is equal access and people are not continually jostling for the best 
position. 
 
4.4.4 Information overload One of the interviewees stated that they had felt almost panicked at the huge 
amount of information that was laid out on the tabletop and it took real effort to re-engage with meaning 
behind each note. As there was so much to take in at once, the meaning of all the words had quickly 
started to disappear. A way to resolve this might be to start turning some of the notes into visual 
representations. This could help to make some of the concepts more approachable and free up thought 
process to concentrate on the ideas being represented instead of trying to always understand the meaning 
of the words. 
During the final stages, there was often a lot of duplication in the data. It would be worthwhile to start 
stripping out some of the extraneous the notes and only work with the most important ones instead. This 
would help the key ideas come to the surface so they could be concentrated on and not get distracted by 
things of less importance. 
 
4.4.5 Working across different axis At the end of the workshop, when the group had zoomed out of the 
final exercise, a lot of the information had been internalized at this point and lead to constructing a 
physical model with multiple dimensions of meaning. This started off with 2 dimensions but then it was 
realized that 3 dimensions would be necessary. The participants thought that it would be too difficult to 
think in 3 dimensions but they could quite easily work across 2 planes at a time so the analysis could be 
broken down and then rebuilt again afterwards. For example, with the person to people axis and tech to 
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non-tech, these could be broken down into four separate quadrants and then the teams could work on 
these individually so they are not trying to think about too many things at once. 
5. Field Studies 2 and 3 
The method has been applied an additional two times both in education settings. These were at the 
University of Arts Zurich, Switzerland and again at the University of Dundee, Scotland with an 
alternative class. We will briefly describe the different conditions in comparison to the first field study 
and discuss how the methodology was refined based on our previous understanding. 
5.1 Field Study 2 
In Zurich, the same method was followed although the group who took part had less experience of using 
fieldwork techniques.  
 
5.1.1 Participants Eleven students on a Masters of Arts in Design participated in the study (8 male, 3 
female). The participants were grouped into 4 separate teams with a theme assigned to each team. 
 
5.1.2 Location The town centre of Zurich, Switzerland was used as the location to carry out the fieldwork 
activity. The transactions team was located at the budget shopping centre ShopVille – RailCity; the 
interactions team was located at the upmarket shopping centre Globus Bellevue; the conversations team 
was based at the Masoala Rainforest Hall and the connections team was based at the Kunsthaus Zürich 
Museum for Modern Art. We did not have to seek permission to make observations in any of these 
locations and we were able to take photographs if required. 
 
5.1.3 Materials Each group was provided with a briefing card alone instead of the additional note and 
sketchbooks that were previously supplied. Participants were given additional hints on the briefing cards 
instructing them to assign roles for each team member between note taking, sketching and taking 
photographs. The cards also stated that the questions set out were only suggested and asked the 
participants to note down any additional questions that emerged as their observations progressed. A 
checklist was provided to the facilitator of the workshop to ensure that all the correct steps were followed 
for each phase of the methodology. 
5.1.4 Fieldwork The fieldwork phase of activity took place over two days, which allowed the teams to 
make a first attempt at observing and then return back to the studio to discuss what they had seen. This 
gave the group an opportunity to reflect on their progress early on and decide how to refine their 
fieldwork strategy further. 
5.1.5 Results Each of the teams produced a presentation of their findings following the final workshop 
phase of activity. This was a very useful additional task as it forced the group to consolidate the material 
they had gathered into a series of insights. The conversations team even went as far as creating a short 
video featuring footage they had shot whilst out in the field. This video helped to convey their findings in 
an informative and accessible way. 
5.2 Field Study 3 
The method was applied an additional time with a different set of Design Ethnography students. 
 
5.2.1 Participants Fourteen students on the Masters of Design Ethnography participated in the study (9 
male, 5 female). The participants were grouped into 4 separate teams and a theme was assigned to each 
team. 
 
5.2.2 Location The city centre of Edinburgh, Scotland was selected as the location to make the fieldwork 
observations. The teams were not assigned to any specific locations so they were given the freedom to 
select where would be most suitable for their particular theme. The only constraints for the participants 
were they could not go into any interior public spaces (railway station or shopping centre for example) as 
no prior permission had been sought. 
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5.2.3 Themes The themes were altered slightly so the connections theme was replaced with a consumers 
theme and conversations was replaced with environments. A workshop prior to the fieldwork activity was 
also held that asked the teams to define their own questions based around each theme before going out 
into the field. Although this gave the teams greater ownership of the research questions, it made the task 
significantly more difficult. 
 
5.2.3 Materials As the teams had to define their own individual locations and themes prior to going out 
into the field, they were not provided with a briefing card as in the previous studies. However, each team 
was given a pocket-sized video camera that could be used to help document their observations.  
 
5.1.5 Results Following the fieldwork, the group was asked to create a short video to communicate their 
findings based on the observations they had analysed. It was useful to have this final piece of work to 
help summarise their analysis of all of the gathered material. It was also interesting to contrast how the 
group progressed without any tangible support materials when going out into the field. They seemed to be 
too ambitious with how much they were hoping to observe in the space of one day. However, the learning 
experience was improved greatly as without the support materials, the participants had to consider a lot 
more about how they planned their observations prior to the fieldwork activity.  
6. Conclusion and Future Work 
The method we have proposed sets out a new way of using multiple novice fieldworkers and so gaining 
multiple viewpoints when engaging with a design problem. We have been able to initially break down our 
problem into smaller parts and divide these up amongst a large group of novice fieldworkers. Such a 
group can explore the field setting and gradually co-create a rich understanding that cannot usually be 
gained by lone fieldworker observing in such a short time frame. 
There is a clear need for tools to help collect, manage and analyse the fieldwork data when there is 
such a large group of people involved in the process. We have used an affinity mapping method with 
physical post-it noting sessions to do this but this has a number of limitations in relation to providing 
context around each of the pieces of data. Some existing tools, such as Prezi (prezi.com), offer some of 
the functionality required but lack the ability to manage multiple sources of material and deal with a 
variety of configurations of the gathered data. 
There has been work investigating the use of tablet PCs [14] as a replacement for the existing lo-
fidelity material in affinity diagramming. Another potential solution could be to use a multi-touch, multi-
user technology platform that enables many people to work around the problem at the same time. This 
would help to alleviate some of the issues that we have identified and also enable sessions to be both co-
located and take place between different locations. 
Of course it should be noted that this method would not suit all types of problem. For instance, our 
approach to field data gathering would not be suitable for going into a small space such as a home with 14 
people all observing the same thing. This would be uncomfortable for both the fieldworkers and subject! 
It would also completely disrupt the normal activity going on in such an intimate setting. Working across 
different types of public spaces provides enough room for a large number of fieldworkers to make their 
observations without continually overlapping with each other. Also, it is easier for the fieldworkers to 
make their observations without having too much effect on the normal behaviour of people within such a 
large space. 
As our methodology has been greatly refined using the three field studies we have discussed in this 
paper, the next logical step is to apply it in anger within an industry context. It is here that the method 
could be of real benefit as the issues related to limited time and resources for carrying out lengthy field 
studies are much more pronounced. This is also the setting where any insights the methodology generates 
can be robustly evaluated to see how much value they can bring to the organization through gaining an 
understanding of their end users. 
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